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Environment

Our key impacts relate to climate change through energy use 
and transport, natural resource use (particularly paper) and 
waste. 

With the enthusiastic backing of our employees, we seek to 
build environmental considerations into the business mindset. 
This is done through good communication and engagement, 
underpinned by an EMS, strong policies and regular training. 

Our EMS is based on ISO14001 requirements. Along with our 
environmental policy, it covers all our operations in Europe 
and Mexico and is designed to accommodate our future 
expansion. We ensure continuous improvement by setting 
environmental objectives at Group level while each business 
environmental working group devises annual targets. This 
feeds into our overall CR framework and audits are carried 
out annually across our operations.

We have good communication on environmental issues 
throughout the business. In 2007 we developed new, in-house 
training which was rolled out to Poland, the Czech Republic, 
Slovakia and Romania.

In 2007 we received no fines relating to environmental  
protection issues. 

Key activities in 2007 

•	 Environmental refresher training programme carried 
out in the Czech Republic, Slovakia and Poland 

•	 EMS set up in Romania
•	 All operations audited against ISO14001
•	 Quality of key performance indicators improved as a 

result of better training, incorporating data verification 
in the annual audit procedure and a simpler data 
collection template

•	 Responsible supply management policy approved

See our Environmental champion case study on page 77.

Understanding and managing our impact on the environment is part and parcel 
of how we operate at International Personal Finance. 

Environment
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Environment

Most scientists, even those who might previously have been 
sceptical, now agree that climate change is one of the most 
serious problems we face and that human activity is a major 
contributor. It’s clear that businesses have an important role 
to play.

Our impact on climate change mainly results from electricity 
use and our use of transport. Our business requires  
international air travel while the use of cars, mainly by field 
employees and agents, is necessarily high.    

Our carbon footprint for 2007 was 18,868 tonnes of CO2 based 
on energy (mainly electricity) used in buildings and business 
travel (cars and air travel). This represents 3.59 tonnes of CO2 
per employee. Compared to other companies using data  
provided by the Carbon Disclosure Project Report (2007), 
we’re doing well.

Energy
To play our part in reducing CO2 emissions, we’re working 
hard to waste as little energy as possible.  One way we’re  
doing so is by communicating more effectively with  
employees and agents in our business.  In the UK and  
Hungary, for example, the intranet now includes a new  
environmental section. 

In the UK, we used the move to new corporate headquarters 
in February 2007 as an opportunity to become more  
energy-efficient. Among other features, the new building 
maximises the use of natural light, has an energy-efficient 
heating and cooling system and incorporates motion sensors 
to ensure that lighting is not used unnecessarily.  We’ve also 
persuaded the landlord to switch to a green tariff – an option 
not yet available in our other countries of operation. For more 
information on building environmental considerations into 
our office relocation, see the environmental champion case 
study. Office moves in Romania and Poland in 2007 also made 
environmental considerations a priority.

Wherever possible, we’ve attempted to establish current, 
baseline levels of electricity use by floor space and employee 
numbers. 

In 2007 we used 8,287,259 kWh of electricity across the Group. 
This equates to 6,867 tonnes of CO2 and an average of 111 
kWh per square metre of office space.  We’ve worked out the 
weight of CO2 using country-specific conversion factors†. 

As a comparison for kWh per square metre per year, the BRE 
2005 Energy Consumption Benchmarks for non-domestic 
buildings table states that typical electricity use is 226 kWh 
per square metre per year for air conditioned commercial 
offices whereas good-practice electricity use is 128 kWh per 
square metre per year. Our average of 111 kWh per square 
metre per year is therefore good.

In 2007 we consumed 62,194 kWh of gas (used only in the UK 
office), which equates to 11.8 tonnes of CO2.  

Electricity usage by floor space

Although electricity data was collected for all businesses in 
2006, it has not been verified.  Now that we have new data  
collection and verification procedures, we’re reporting 2007 
data which will allow us to show trend data in future. 

Our electricity usage figures for the Czech Republic are low as 
the office does not use air conditioning. 

Our carbon footprint for 2007 was 3.59 tonnes of CO2 per employee

Climate change

   † The UK office data is from February 2007 (the date we moved to our new office). Figures for our Romanian business are not included for environmental performance indicators. Our Romanian 
colleagues commenced environmental data collection from 1 January 2008 and results will be reported in the 2008 CR report.
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Transport
As with energy use, we’re seeking to reduce our impacts from 
transport through careful monitoring, the use of targets and 
effective communication.  In 2007, a number of businesses held 
green travelling days and developed green travel guides.  At the 
same time, we’ve invested heavily in state-of-the-art  
teleconferencing equipment.

During 2007, we reviewed car fleet policies in Slovakia and the 
UK to reduce the carbon footprint of the fleet.  In Slovakia, 67% 
of our cars are now of a smaller engine size with emissions 
of 119g/km.  In the UK, our new policy means that employees 
have a much wider choice of company cars that are less  
harmful to the environment.  Vehicles on offer include, for 
example, LPG, electric and hybrid cars as well as a range of 
small, fuel-efficient vehicles. 

Our businesses have been monitoring business travel by car, 
train and air where applicable. In 2007 our emissions by car 
were 11,538 tonnes of CO2, an average of 6.32 kg of CO2 per 
customer. Emissions by air were 446 tonnes of CO2, an average 
of 0.24 kg of CO2 per customer*.  

CO2 emissions by car, by customer
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Another way we affect the environment is through our use  
of resources, especially paper.  A key priority, therefore, is to  
reduce the amount of paper we use and the waste we  
produce. Across our operations we’re doing a great deal  
to help people to eliminate, reduce, reuse, recycle and,  
importantly, rethink. 

•	 In 2007, Provident Hungary began collecting data on 
the amount of paper used for marketing. By asking the 
branches themselves to request marketing materials 
rather than sending them out in bulk, the business 
achieved a substantial reduction of 18 tonnes in leaflets 
printed.  In 2007, Provident Hungary also piloted 
projects where paper use was replaced with scanning 
and electronic data handling. The latter initiative alone 
saved about 40,000 sheets of paper in six months 

•	 We have central areas for printing and automatic duplex 
printing

•	 In addition, central waste segregation includes paper, 
cans, glass, paper, cartons and plastic recycling.  
We have also produced employee recycling guides

•	 In the UK we’ve eliminated the need for individual bins.  
Employees have personal desktop recycling  
trays instead

•	 We recycle office equipment where possible.  
For example, in Hungary, used computers are passed 
on to two charitable organisations – the Wonderlamp 
Foundation, which fulfils the wishes of children with 
life-threatening illnesses, and the Association of Large 
Families which helps large, underprivileged families 

•	 In Romania, we are supporting MediaORG’s Paper 
Tree project, the first major consistent environmental 
project in Romania to focus on paper recycling and the 
organised planting of trees

We aim to purchase recycled stock where it’s possible and 
technically feasible. In the UK, we’ve already moved to using 
100% recycled paper.  

We’re currently collecting data on the quantity of paper  
we purchase and, where possible, the amount of virgin and 
recycled/Forestry Stewardship Council (FSC) certified paper 
we buy.  We purchased 1,309 tonnes of office paper in 2007, 
representing 0.72 kg per customer. 12% of this was recycled/ 
FSC paper*. 

In 2007 the UK office produced 3,794 kg of general waste.  
This equates to 35.7 kg per employee and 1.07 kg per square 
metre of office space. None of our businesses apart from the 
UK are collecting general waste data.  Some, however, are 
collecting data on the amount of paper recycled.  

From the 2007 data we have available, we can state that 61.4 
tonnes of paper was recycled in the UK, Poland, Hungary and 
Mexico. We do not have figures for recycled paper from other 
businesses. 

In the UK we used 1,915 cubic metres of water. None of our 
businesses apart from the UK are collecting water usage data.

Across our operations we’re doing a great deal to help people to eliminate,  
reduce, reuse, recycle and, importantly, rethink.

Natural resources and 
waste management 

* The UK office data is from February 2007 (the date we moved to our new office). Figures for our Romanian business are not included for environmental performance indicators. Our Romanian 
colleagues commenced environmental data collection from 1 January 2008 and results will be reported in the 2008 CR report.

Environment



69        International Personal Finance CR Report 2007

Environmental stewardship lies at the heart of our  
environmental programme. We encourage our businesses  
to develop responsible business initiatives that build  
relationships with employees and local communities.   
Although activities vary from country to country, most involve 
employee participation and working with external partners.  

All our businesses have dedicated environmental sections  
in their employee and agent magazines. They also spread the 
message through competitions, employee forums and  
inductions, family days and the intranet.

•	 In Poland, we’ve been working with WWF for three 
years to encourage our employees to think about 
their environmental impacts. The co-operation will be 
continued in 2008 and we’ll support conservation work 
in Poland through our membership of WWF’s ‘Biznes 
dla Przyrody’ (Corporate Club)

•	 Some of our programmes focus on improving 
biodiversity. In 2007, Czech employees took part in 
a tree-planting event organised with Suchopyr, an 
non-governmental organisations that educates young 
people about nature.  This involved 55 employees from 
11 branches volunteering about 200 hours.  The work 
included purchasing and planting trees, setting up a 
waste separation unit and supporting the Friends of 
Jizerské Mountains and the Environmental Education 
Centre in Oldrichov v Hájích.  As well as helping 
Suchopyr since 2003, our Czech business is also 
involved in a national Eco Schools project supported  
by the Czech Ministry of Education and Environment

•	 In Slovakia, we carried out an employee tree-planting 
event in the High Tatras in August 2007

•	 In July 2007, 96 of our Mexican colleagues representing 
head office and four branches planted 220 trees 
for Reforestation Day. In the Guadalajara region, 38 
employees planted a further 120 trees

•	 In Hungary, Family Day in September 2007 brought 
together nearly 10,000 participants and featured a wide 
selection of environmental activities for employees and 
their families

Environmental targets
To ensure continual improvement, environmental objectives 
are set at Group level while businesses devise their own  
annual targets. Progress is externally verified every year. In 
2007, of 52 targets across the Group, 24 were completed, 23 
were partially completed and five remained incomplete*.

Further information on our environmental targets is available 
in the Commitments section.

We encourage our businesses to develop responsible business initiatives that 
build relationships with employees and local communities.

Environment

Environmental stewardship

* The UK and Romania did not set targets for 2007. The UK business moved to a new head office in February 2007. Romania joined the CR programme following its launch as a fully fledged busi-
ness in 2007 and has been focusing on establishing baseline data.
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Suppliers

Our average supplier payment time was 14 days  
in 2007.

We spent £126.9 million on suppliers in 2007 and aim to pay 
suppliers promptly. In 2007, our average supplier payment 
time was 14 days.

Some of our businesses are engaged in informal  
environmental supply chain initiatives, mainly with companies 
supplying items such as cars and stationery.  The concept of 
dealing with suppliers in this way is less well evolved than in 
the UK, so the process is a challenging one. 

To drive improvement in our approach to responsible supply 
chain management, we approved a new policy and developed 

training materials in 2007.  We’ll start to roll these out in 2008.  
The policy seeks to ensure that all aspects of the Group’s 
business and related administrative activities are as positive 
as possible in terms of their ethical, social and  
environmental effects.
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Case 
studies
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‘One of the commitments we’ve made as a company is to 
establish effective global working groups to improve the 
coordination of our responsible business initiatives and the 
efficiency of our CR programmes.

‘We set up the responsible lending group in 2007 to bring 
greater focus on our responsible business initiatives  
and customer experience, as well as to oversee all our  
lending activity.

‘I chair the group; other members include senior credit and 
risk, HR, communications and field-based employees from 
all around the business. We meet every quarter and report 
directly to International Personal Finance’s Chief Operating 
Officer, John Harnett, in his capacity as chair of our CR  
steering committee.

‘The group is responsible for assessing International Personal 
Finance’s lending practices and performance. It also  
provides a platform for discussing how we treat customers, 
sharing good practice from around the business and for  
challenging ourselves as to how we can be more progressive 
in our approach. 

‘Other things we’re doing include monitoring the way  
complaints are handled and developing a framework to source 
management information which will then help provide  
assurance of responsible lending and enable action  
where necessary.

‘Ultimately, what the responsible lending group is all about 
is sharing the knowledge we have across the business and 
working to give home credit consumers a better experience.’

Director of Operations, Nick Illingworth, explains the work of International 
Personal Finance’s responsible lending group. 

Responsible lending 
group

Case studies
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’We recognise engagement to be key in determining what can 
be done to improve the motivation and retention of employees 
and therefore our business results. The survey helps us  
understand if approaches to people management are  
appropriate and to understand the perceptions of the overall 
working experience at Provident Mexico.  

‘The survey is an essential mechanism used to obtain  
employee feedback so that the company can assess how 
much its people want to say good things about the company, 
stay working at the company and strive to meet the goals of 
the company. 

‘Following survey results, an action planning process is  
undertaken. In 2007, to obtain better insights, we took a  
different approach to the action planning. We set up an  
engagement champion system and departmental focus 
groups to dig deeper into the survey responses and obtain a 
more accurate picture by department. This approach means 
that communication and action planning are more effective 
and precise and that ownership of issues is shared as  
opposed to being perceived as an HR initiative. It also means 
we can make targeted improvements as some issues are 
specific to departments.

 ‘In Mexico, we’ve taken this one step further by conducting 
pulse checks. These take place every year and, as we are 
growing so rapidly, it’s important that employee satisfaction 
does not suffer. 

‘As a result of this, and to improve engagement, our actions 
plans have become part of our day-to-day priorities and link 
into all the human resource and learning and development 
initiatives in Mexico.

Case studies

We find the engagement work hugely beneficial in ensuring we expand the 
business and move forward in the right direction. 

Gaby Gomez, HR Director, oversees the Mexican engagement survey.

Employee engagement
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‘Having experienced financial difficulties in the past, I decided 
to take part in the course to help me manage my money  
better.  Not that long ago I was in debt, pregnant and skipping 
meals because, if I didn’t eat, at least my children could have 
lunch the following day.  In joining the course, I also thought 
I’d be able to share my experiences and offer advice to others, 
having been there myself and overcome the situation.

‘I learned a lot from the range of issues covered in the course 
and the practical way they were presented.  The tasting  
session was interesting because we sampled a variety of  
everyday branded and non-branded foods and nobody could 
tell the difference.  I was lost for words!  It proved that a  
family of three could easily do a week’s food shopping,  
including luxuries, for £20.

‘We were also given the task of filling in expenditure sheets to 
record what we spent each week.  This was an excellent idea, 
as the amount we all spent each week generally got lower, 
helping us to track the progress we were making during the 
course.

‘Over the weeks you could see how much time and effort the 
course leader put into the sessions.  This helped to build trust 
within the group and enabled people to talk freely about their 

situations without feeling they’d be judged.  This gave a much 
needed boost to my confidence as I realised I was not alone in 
my previous financial situation. 

‘Although I’m currently free of debt, this course made me look 
at the way I was spending money and I realised how much I 
waste on ‘nothing much’.  I now justify my spending by taking 
advantage of special offers to save money and making sure I 
need whatever I buy.

‘I feel very strongly that if there had been a course like this 
when I was in financial difficulty, I could have avoided all those 
nights sitting in the cold and dark because I couldn’t afford 
gas and electricity.’

Cindy Harrison from Leeds took part in the pilot of the ‘Let’s talk money!’  
workshop in the UK.  She comments on her experiences.

‘Let’s talk money!’ 
Case studies
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‘The idea behind Read Before You Sign is to encourage people 
to read paperwork properly so that they can be fully informed 
before they take any financial decisions.  

‘It’s a key part of our commitment to improving financial 
literacy – and to providing financial products that are 
transparent and easy to understand. 

‘We’re running Read Before You Sign in partnership with the 
Czech Consumer Association, and have also had input from 
the Czech Chamber of Advocates, the Financial Arbiter, the 
British Chamber of Commerce and the Czech Interior 
Ministry. An awareness campaign on radio, TV and in 
newspapers in 2007 spread the word and it’s been working 
really well. It’s helping people to understand the implications 
of signing a contract and educating them about how to resolve 
possible disputes.

‘It’s also pushed us to make sure that the design of our 
contracts is as simple and as easily understandable as it can 
possibly be. Clear customer documentation, written in simple, 
easy-to-understand language, has always been a top priority 
for us.

‘The success we’ve had here in the Czech Republic is only part 
of the story. We’ve also run Read Before You Sign 
successfully in Poland, where we worked with the 
Confederation of Consumer Rights. The next step is to explore 
how we can best extend the model to all our businesses – 
starting with Mexico.‘

Krystof Hilsky, who manages our community investment programmes in the 
Czech Republic, explains how Read Before You Sign is helping people feel more 
confident about making financial decisions

Read Before You Sign
Case studies
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‘Yes! I Help’ is a corporate volunteering programme for 
employees and agents (called representatives in Poland) 
in partnership with the Volunteer Centre Association.  The 
programme aims to fulfil a number of objectives. One is to 
support and stimulate deprived communities at the  
grassroots level.  Another is to benefit the business by 
encouraging the enthusiasm of employees and agents and 
promoting our values in a highly visible way.  The programme 
also helps our people to develop their skills. It works  
nationwide and has generated some great publicity for  
the company.

‘Twice a year, we ask employees and agents to submit  
applications for support for charities close to their hearts.  
These are reviewed by a committee comprising both  
employees and external experts. Volunteering projects are 
carried out by teams whose applications have been  
successfully selected. 

‘Visiting customers in their homes every week, our agents 
and field employees become acutely aware of local needs and 
small initiatives in the area.  We believe our  
volunteering actions leave a positive legacy and our volunteers 
find the activities hugely satisfying.  As well as serving real 
community needs, they also generate customer loyalty. 

‘The programme has been highly successful in achieving its 
objectives and pioneering corporate volunteering in  
Poland.  Since it began in March 2006, it has helped over  
6,000 beneficiaries in 48 different regions through 79  
volunteering projects.

‘However, we won’t rest on our laurels.  We have had 600  
employees and agents actively volunteering to date, but there 
are hundreds more still waiting to be engaged.’

The volunteer: Iwona Droździewicz, Provident volunteer  
from Kraków (pictured)

‘We’ve been helping the disabled children’s school for two 
years now, both financially and by giving our time. 

‘The first time I volunteered I wasn’t sure what to expect and 
it wasn’t easy. Our task was to help organise the children in a 
project to enable them to express themselves through drama. 
We helped prepare the plays, putting the costumes together, 
organising stage design and decoration and transporting the 
children to and from the theatre and festivals. 

‘By far the best part was sharing in their success and seeing 
the joy on their faces having completed their plays. I didn’t 
realise how much satisfaction I would take from the  
voluntary work. The children have become part of my life and 
I find myself talking about them often at work, at home and 
with friends. 

‘After volunteering several times with such exceptional  
children, I’m much more aware of the issues that the disabled 
must face. I’m certain I’ve become more compassionate and 
better able to consider the views of others.’ 

Engaging employees in the community through volunteering.
Kasia Koper is responsible for Provident Polska’s community investment  
programme, ‘Yes! I Help’. Iwona Droździewicz ia a Provident Polska volunteer 
from Kraków

Volunteering
Case studies
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‘In preparation for the demerger from Provident Financial, 
International Personal Finance found a new office in Leeds.  
The move was an opportunity to fulfil an environmental ‘wish 
list’ and go greener. We’ve even won an award, ‘Fit-Out 
Workplace of the Year 2007’ from the British Council for 
Offices which, among other issues, considered sustainability.

‘Issues such as energy-efficiency and proximity to good public 
transport links were important considerations in selecting 
our new office.  The building has been assessed as ‘very good’ 
under the BREEAM standard, a widely used measure of the 
environmental performance of office buildings. To reduce 
the use of energy, for example, our office was designed to 
maximise the use of natural light and has motion sensors to 
ensure that lighting is not used unnecessarily.

‘The excellent public transport infrastructure in the area 
should make many employees less dependent on their cars 
and so reduce congestion and air pollution. We hope our next 
annual travel survey will confirm this to be the case. We’ve 
also developed a new fleet policy to offer employees a much 
wider range of fuel-efficient company cars. At the same time, 
a comprehensive green travel guide helps employees to  
reduce their personal impact. 

‘We wanted to start on the right foot and took bold steps in 
waste management. Instead of personal waste paper bins,  
we installed central recycling islands and desk recycling 
trays.  This was a big change to what people were used to. 
After a difficult first week, the new system is working well and 

I’m now regularly being asked how family and friends can do 
something similar at their own places of work. The new 
system has attracted a lot of interest and sends a really 
positive message to employees about our environmental 
credentials. 

‘We also saw an opportunity for positive action in the way we 
purchase.  We’re committed to buying 100% recycled paper 
for printers, copiers and faxes. All furniture is Forestry 
Stewardship Council certified and we even specified 
carbon-neutral carpets. All coffee and tea and many cafeteria 
stocks are Fair Trade. All packaging used in the cafeteria is 
recyclable and we’ve outlawed glass and disposable plastic 
cups. 

‘It would be untrue to say that going green is easy. However, 
once it becomes part of the mindset, it’s actually quite difficult 
not to make environmentally better choices.’

Rob Sweeney, Facilities Manager and UK environmental representative at International Personal 
Finance, talks of building environmental considerations into office relocation.

Environmental champion
Case studies
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FAQs

Approach to CR

Q. What are the key CR issues for your business?
A. We have identified the following as the key issues for our business:

•	 Customers: it’s critical for us as a financial services business that we operate with integrity in 
order to win the trust and confidence of our customers

•	 Government: we need trust from regulators and governments to operate as a business.  The 
potential to misunderstand our business model, particularly its charges, can lead to negative 
perceptions of the group

•	 Emerging markets: in areas where the environmental, social and governance climate is less 
developed, behaving – and being seen to behave – as visibly trusted, responsible businesses is 
in the long term interests of the company

•	 People: we have to provide excellent working practices to recruit and retain the skilled 
employees required to meet our ambitious growth objectives

•	 Health and safety: the health and safety of all our employees and agents is of paramount 
importance

•	 Communities: to attract employees, agents and customers to the business, it’s imperative that 
we foster good, trustworthy relations with the communities where we operate

Q. What are your CR commitments?
A. At Group level, we’ve committed to do the following over three years:

•	 To improve the coordination of responsible business initiatives such as TCF and responsible 
lending, and to improve the efficiency of our programmes by establishing effective global 
working groups

•	 To report in a way that meets the growing expectations of stakeholders
•	 To bring greater focus to financial literacy and develop it as a strategic theme in our community 

investment activity
•	 To build on the success of our environmental management system and bring all businesses up 

to a consistently high standard
•	 To develop talent pool by recruiting, coaching and developing new and existing talent to meet 

the current and future needs of the business, and to build on responsible workplace initiatives

Q.How do you manage corporate responsibility at International Personal Finance? Who on the 
board takes responsibility for CR?
A.Good CR governance requires input from many different functions. To ensure that our programme 
is effective, consistent and integrated, we make sure that senior management throughout the  
business takes ownership and responsibility. 

The process is led from the top by John Harnett, the Chief Operating Officer. As board member 
responsible for CR, he chairs our CR steering committee. This in turn is supported by a responsible 
lending group, an international CR working group and environmental working groups in  
each business.
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FAQs (continued)

Q.What are your plans for future reporting?
A.This is our first CR report. We’ve identified our key issues, and have put in place frameworks and 
governance mechanisms to manage those issues and, importantly, to assure ourselves that our  
approach is effective. 

That said, we still have a great deal to do. We will be reporting annually. Next year, we hope to be  
reporting good progress on all aspects of our CR programmes but especially our work on TCF,  
responsible lending, financial literacy and stakeholder engagement.

Q.What issues are there for CR in the markets in which you operate?
A.In areas where the environmental, social and governance climate is less developed, there is no 
question that behaving, and being seen to behave, as a visibly trusted, responsible business in these 
markets is in the long term interests of the Group. Our goal, therefore, is to apply developed market 
practice in all the geographies in which we operate. 

Q.Your business operations are not regulated by the Financial Services Authority (FSA). Why has 
International Personal Finance decided to align the business to the FSA’s principles of Treating 
Customers Fairly?
A.Treating Customers Fairly is an FSA initiative which aims to raise standards and so benefit  
consumers and increase their confidence in the financial services industry. Although we are not 
regulated by the FSA, we feel that aligning our business in this way adds value and underlines our 
commitment to responsible business practice.

Q.How are you regulated?
A.We operate in emerging markets, many of which have limited regulatory frameworks. We welcome 
independent financial regulation and work positively with regulators wherever they are.

In the Czech Republic, the Czech Commercial Inspection are the authority supervisory authority over 
the Consumer Credit Act. We have an open dialogue with this association.

In Slovakia, the Slovak Commercial Inspection (CSI) are the supervisory authority over the Consumer 
Credit Act and we have a close working relationship with this organisation. 

In Hungary, we are regulated by the Hungarian Financial Supervisory Authority (PSZÁF). We have a 
regular quarterly meeting with this association.

Our Mexican business operates as a Sociedad Anonima (S.A. de C.V.) which is a public limited liability 
company. The Mexican business is required to comply with the relevant provisions of general com-
mercial law, the Commercial Code and the Federal Civil Code.

In Poland, the Consumer Credit Act, the Consumer Rights Protection Act and various Civil Code  
provisions apply to the provision of consumer credit. The Office of Competition and Consumer  
Protection is responsible for ensuring compliance with these laws by credit providers, including our 
Polish business.

In Romania, we are regulated by the National Bank of Romania (NBR). The NBR monitors and  
supervises the financial market, banks and non-banking financial institutions (based on the  
NBFI’s law).
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FAQs (continued)

Customers

Q. What is home credit?
A. Home credit consists of small, unsecured, cash loans (typically between £100 and £250)*, provided 
to people from all walks of life. Agents (mainly self-employed) carry out the credit assessments in 
customers’ homes and collect affordable repayments face-to-face each week. Home credit is  
designed to suit specific customers’ needs by providing a fast, simple and convenient way to borrow. 

Within the International Personal Finance Group, all agents are self-employed other than in Hungary 
where they have employment status for legal reasons. 

Q. Why do your charges look high?
A. Home credit is a different way of offering loans and our charging structure is not the same as those 
operated by banks and credit card companies. 

Home credit is different because it includes all the charges, including the cost of the weekly call at 
the customer’s home, in a single, up-front, fixed sum that customers agree from the start. If the APR 
of home credit appears excessive compared to that of some banks and credit card companies, that’s 
because these providers include only the interest charge in their APR and not their administrative and 
penalty charges†.

As a business we listen to our customers and strive to offer more choice wherever possible. We do 
know that the majority of our customers value our home credit service, but, in order to give them an 
alternative repayment choice, we are currently implementing a trial that offers customers the choice 
of home credit or paying back their loan remotely via bank transfer. There is no charge by us for the 
bank transfer option which will reduce the cost of borrowing. However, for customers who choose 
home collected credit, default fees will apply to cover the cost of administration.

We believe that using APR to compare the price and value for money of home credit with other forms 
of credit can be misleading. The rules for calculating APR allow certain charges to be excluded from 
the calculation for some products. When such charges are taken into account, they can substantially 
increase the cost of credit. 

Furthermore, we deal in small loans which cost more to administer. We also lend to customers whose 
incomes are both lower and more volatile than the average, making them a higher credit risk.

Q. Who are your customers?
A. Our research shows that many of our customers are from lower socio-economic backgrounds. 
When compared to the population of the countries we currently operate in, we have a higher-than-
average proportion of customers who fall into the categories defined as ‘low income,’ ‘poorer  
neighbourhoods’ and ‘less affluent’#.

Q. Is it true you’ll lend to anyone, especially those who have no other choice?
A. No. Although a number of our customers are turned down by mainstream banks and financial 
organisations because they have no or poor credit histories, we will consider these as home credit 
customers. However, we are careful to assess their ability to repay and seek to ensure they do not 
over-commit themselves. 

Furthermore, figures from each business indicate that we refuse loans to many customers who do 
not meet our loan criteria. On average, only 40% of customers who contact our call centre take a 
loan. 

It is also worth noting that many of our customers do have access to other forms of credit but use 

* Synovate Research Spring 2007. All markets. Sample size was 1,796 customers.
† All home-collected loans are free of default fees other than in Hungary where a nominal default fee applies due to legal requirements. We offer a product in Poland where customers may 
choose to pay by bank transfer. Default fees do apply in this case to cover the cost of administration.
# Cameo is a geodemographic segmentation classification tool designed to profile various consumer markets. Our Cameo data for 2007 does not include our Romanian operations.
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home credit for its efficiency, convenience and flexibility. 13% of our customers also use store cards, 
19% have a bank loan and 10% borrow from family and friends . Of those customers without a bank 
account, only 8% in Mexico and 3% in Central Europe said that this was due to being refused*.

Q. What do your customers spend their loans on?
A. Based on our own research, we know loans are used for a variety of purposes. 28% of customers 
spend the money on home renovation or buying household goods. 24% use their loans to balance the 
budget and pay bills. 35% of Mexican customers spend their loans on health and education*. 

Q. Are you contributing to people’s debt problems? 
A. Home credit loans are small and are paid back in affordable amounts. The fact that there are  
generally no defaults on our traditional home credit loan means that if a customer gets into arrears 
the situation does not get any worse; the amount a customer has to repay is fixed at the outset and 
will never go up#.

There are no hidden costs and, even if the customer repays the loan over a longer period than 
planned, we will not generally charge any additional fees. Furthermore, if a customer does get into 
difficulty we take a flexible and responsible approach to their needs. This is a great attraction for 
people concerned about their level of personal debt.

Q. What is your approach to debt recovery?
A. Every business incurs bad debts and the reasons are many and varied. However, rather than adopt 
a blanket write-off policy, we review each customer individually and make every effort to restore the 
business relationship. 

Once the decision is made to transfer to debt recovery, there are generally no additional costs  
incurred by the debtor (unless the case goes to court). In-house activity to recoup the balance is the 
primary recovery source. If the services of an external agency are used, we are extremely careful and 
thoroughly review the agency’s business ethics and practices.

Q. What is the difference between services offered by International Personal Finance and those 
from banks?
A. The main difference is the close contact between agents and our clients. The fact that our agents 
visit customers in their homes means they’re aware of their financial situation and are better able to 
react to their individual needs. 

Before concluding a contract, our agents inform the client of the total cost of the loan and the period 
over which it will be repaid. The stated cost generally does not increase, even if the client fails to pay 
installments on time#. Instead of the interest rate sanctions commonly used by other financial  
institutions, our approach to customers in difficulty is to lower the amount of the weekly repayment 
and extend the total repayment period.

Q. Why are the payments collected every week instead of every month?
A. This system helps customers to manage their household budget – a fact they appreciate. Most find 
it easier to pay a small amount four times a month than a larger sum once a month. 

Weekly collections also mean more face-to-face contact. This gives agents a better understanding of 
the customer’s personal situation and enables them to be more flexible. 

Q. What is the role of the agent?
A. Agents are a fundamental part of the home credit offer, carrying out credit assessments and  
collecting repayments every week from the customer’s home. But their role goes further. The  
face-to-face relationship that agents establish is important in helping customers to stay in control of 
their credit. 

* Synovate Research Spring 2007. All markets. Sample size was 1,796 customers.
# All home-collected loans are free of default fees other than in Hungary where a nominal default fee applies due to legal requirements. We offer a product in Poland where customers may 
choose to pay by bank transfer. Default fees do apply in this case to cover the cost of administration.
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Before a loan is granted, the agent visits the customer at home and gathers key income information. 
This allows him or her to assess the size of loan that the customer can afford to repay. One of the 
unique elements of our business is that we take an understanding approach if customers fall into  
arrears. Our arrears process means that agents can accept reduced or late payments with no penalty 
if the customer genuinely cannot meet the repayment.

Q. How do you ensure that agents lend responsibly?
A. It’s critical to the success of our business that we support our agents in their work. This we do 
through an extensive network of area, branch and development managers who can offer guidance on 
issues such as responsible lending and health and personal safety. 

The way we recruit, induct and test the skills of agents is a first step in ensuring they behave  
responsibly. The first ten loans issued by a new agent are checked in detail by a development  
manager and the administrative procedure includes appropriate checks and balances. During 2007 
we reviewed our agent recruitment processes and guidance to ensure we find agents who share our 
values and our commitment to responsible lending.

Agents receive guidance in managing customers and deciding the appropriate amount to lend in any 
given case. This is done through weekly meetings with development managers and ongoing field  
support from International Personal Finance employees. To aid the lending decision and  
complement the agent’s personal judgement, we recently introduced automated systems that use 
statistical analysis to predict the customer’s ability to repay. These have had a very positive effect in 
enhancing the agent’s decision-making.

Responsible lending is also supported by the way we pay commission. The commission paid to agents 
is largely based on the loan repayments they collect, not on what they lend. This is another area in 
which we can encourage responsible lending as it’s not in the interest of the agent to lend more to a 
customer than they can afford to repay.

Q. How do you avoid over-committing customers?
A. We have credit policies that set lending guidelines and criteria for exclusion. Full application  
scoring in all markets guides the agent in recommending a loan size that is affordable. 

Agents who lend outside the recommendation are challenged by their managers. Such exceptions 
are reported and are monitored in a regularly produced risk pack. Trends are discussed by the credit 
committee every quarter. 

The weekly interview between the agent and his or her manager means that such issues, if they arise, 
can be dealt with quickly and agents can be given extra guidance if necessary.

Before issuing a loan, an agent will test for affordability. In the case of new customers, loans will not 
be issued until we have an understanding of their credit risk. This can involve requesting proof of 
income and assessing customers against the comprehensive checklist on our Customer Information 
Sheet. 

Customers are also scored according to their level of credit risk and ability to repay. Our System  
Enhanced Lending (SEL) procedure is used to assess and score existing customers on the basis of 
their previous payment history. We don’t provide additional loans until the SEL procedure confirms 
that the credit risk score is acceptable. This ensures that existing customers receive the right size of 
loan at the right time.

Q. Isn’t it dangerous for agents and employees to go into customers’ homes?
A. We recognise that agents and employees working in the field face greater personal risk than  
office-based employees and have appropriate procedures in place.  Before an agent begins working, 
they’re given guidance on dealing with the difficult situations they may potentially encounter.  Close 
communication between agents and local development managers provides a further safeguard. 

Our Group policy on health and safety is agreed at board level and applies to all parts of our business. 
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Risks are prevented and controlled by means of a management framework, accident and incident 
reports, safety inspections and risk assessments in all our branches and head offices.  

Q. Why do you use self-employed agents?
A. We use self-employed agents because it enables us to provide the best possible service to our 
customers. Being self-employed gives the agents flexibility and optimises service delivery to our 
customers. 

People

Q. How do you develop and support employees?
A. We believe that all our employees should have opportunities for learning and development that 
meet their needs. Our aim is to provide the knowledge, skills and experience that individuals will 
require at each stage of their careers.

For individual employees, we identify learning and development needs through regular  
performance and development reviews. These used to happen once a year, but are now carried out 
every six months.

Among field employees, management training and development programmes provide a system by 
which individuals can develop. During 2007 we created success profiles that outline the  
competencies, knowledge, experience and personal attributes required for successful performance at 
each level in our field management structure.

We also do a great deal to encourage employees in self development. Among other initiatives,  
we offer sponsorships and study leave for appropriate professional and further higher  
education qualifications.  

Q. You have ambitious growth objectives – how are you ensuring you have the right people?
A. Finding and developing talent is crucial for any business, especially a unique one such as ours. 
There is no other home credit company of our size or experience in the markets in which we operate, 
so we need a sound process for talent management and succession. 

We have been developing a talent management programme to identify willing, talented, prospective 
leaders who are capable of progression within the company. In 2007 we focused on finding people who 
could become the country managers, operations directors and field development managers that we’ll 
need in the future to help us meet our growth goals. Our strategy includes identifying talent internally 
and external recruitment campaigns to attract highly experienced general managers for our ‘Fast 
Track’ scheme. This approach will also be cascaded to lower levels.  

Community
 
Q. What is the focus of your community work?
A. Community investment is one of the most visible aspects of our CR activity.  It’s a key part of  
bringing our values to life, managing our reputation and building better relationships with local  
communities and therefore with our customers, employees and agents. 

We want to make a difference in areas that relate our business and industry. Hence we focus on 
financial literacy/regional education and social inclusion, as well as employee driven activities such 
as volunteering and fundraising.
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Environment

Q. How do you build environmental considerations into the business mindset?
A. The enthusiastic support of our employees is crucial. We achieve this through good communication 
and engagement, underpinned by an environmental management system, strong policies and regular 
training. 

Q. What are you doing about your contribution to climate change?
A. Our impact on climate change mainly results from electricity use and our use of transport. Our 
business requires international air travel while the use of cars, mainly by field employees and agents, 
is necessarily high. To play our part in reducing CO2 emissions, we’re working hard to waste as little 
energy as possible.   

We’re seeking to reduce our impacts from transport through careful monitoring, the use of targets 
and effective communication. In 2007, a number of businesses held green travelling days and  
developed green travel guides.  At the same time, we’ve invested heavily in state-of-the-art  
teleconferencing equipment and have reviewed car fleet policies in Slovakia and the UK. In Slovakia, 
67% of our cars are now of a smaller engine size and in the UK, employees have a much wider choice 
of company cars that are less harmful to the environment.  

In the UK, we used the move to new corporate headquarters in February 2007 as an opportunity to 
become more energy-efficient. Among other features, the new building maximises the use of natural 
light, has an energy-efficient heating and cooling system and incorporates motion sensors to ensure 
that lighting is not used unnecessarily.  We’ve also persuaded the landlord to switch to a green tariff – 
an option not yet available in our other countries of operation. Office moves in Romania and Poland in 
2007 also made environmental considerations a priority.

Q. What is your carbon footprint and how does it compare to other companies?
A. Our carbon footprint for 2007 was 18,868 tonnes of CO2 based on energy (mainly electricity) used in 
buildings and business travel (cars and air travel). This represents 3.59 tonnes of CO2 per employee. 

Compared to other companies using data provided by the Carbon Disclosure Project Report (2007), 
we’re doing well.

Suppliers

Q. What are you doing to drive improvements through your supply chain?
A. In 2007, we approved a new policy that seeks to ensure that all aspects of our business and related 
administrative activities are as positive as possible in terms of their ethical, social and environmental 
effects. We have developed training materials and will start to roll these out in 2008.
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GRI G3 Guidelines Level of  
reporting

Comment

Strategy and Analysis

1.1 Statement from the CEO 1 See Introduction by Chief Operating Officer on 
page 3

1.2 Description of key risks and  
opportunities

1 See Key issues on page 9; 
See Business risk management on page 19

Organisational Profile

2.1 Name of reporting organisation 1 Front cover

2.2 Primary brands, products and/or  
services, The reporting organisation should indicate 
the nature of its role in providing these products and 
services, and the degree to which it utilises  
outsourcing

1 See Annual Report and Accounts pages 8-16

2.3 Operating structure of the  
organisation and major divisions,  
operating companies, subsidiaries and joint ventures

1 See Annual Report and Accounts pages 4-5, note 
12 on page 68

2.4 Location of organisation’s  
headquarters

1 See Annual Report and Accounts page 92

In developing this report, we have used the Global Reporting Initiative (GRI) 2006 
G3 Sustainability Reporting Guidelines, published in October 2006. Our self  
assessment is that the content and quality of this report meet GRI G3 Application 
Level B.

Key

Company profile disclosures (Governance + Strategy items) Reported

Management approach disclosures (6 Performance Areas) Partially reported

Core performance indicators (compulsory) Not reported

Additional performance indicators (optional) Not material consideration for IPF

1

2

3

4
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GRI G3 Guidelines Level of  
reporting

Comment

2.5 Number of countries where the organisation  
operates, and the names of the countries with either 
major operations or that are specifically relevant to the 
sustainability issues covered in the report

1 See Annual Report and Accounts pages 4-5

2.6 Nature of ownership and legal form 1 See Annual Report and Accounts sections 1 and 2 
on page 42

2.7 Markets served (including geographical breakdown, 
sectors served, types of customers/beneficiaries)

1 See Annual Report and Accounts pages 4-5

2.8 Scale of reporting organisation,  
including number of employees, net sales (for private 
sector organisations) or net revenues (for public sector  
organisations; and total capitalisation broken down in 
terms of debt and equity (for private sector  
organisations) and quantity of products and services 
provided and companies encouraged to provide further  
information, total assets and breakdowns by country/
region of sales/revenues by country/region that make  
up 5% or more of total revenues/costs and employees

1 See Annual Report and Accounts pages 8-17

2.9 Significant changes during the reporting period 
regarding size, structure or ownership, including: the 
location of, or changes in operations including  
facility openings, closings and expansions and changes 
in the share capital structure and other capital  
formation, maintenance and alteration operations

1 See About this report on page 4

2.10 Awards received in the reporting period 1 See Investing in our communities on page 57;  
See Environmental targets on page 69

Report Parameters

3.1 Reporting period for information provided 1 See About this report on page 4

3.2 Date of most recent report if any 1 See Introduction by Chief Operating Officer on 
page 3

3.3 Reporting cycle 1 See Introduction by Chief Operating Officer on 
page 3;  
See About this report on page 4

3.4 Contact point for questions regarding the report and 
its context

1 Corporate responsibility feedback email:  
corporate.responsibility@ipfin.co.uk



87        International Personal Finance CR Report 2007

GRI Index (continued)

GRI G3 Guidelines Level of  
reporting

Comment

3.5 Process for defining report content, including  
determining materiality, prioritising topics within the 
report and identifying the stakeholders that the  
organisation expects to use the report. Include an  
explanation of how the organisation has applied the 
Guidance on Defining Report Content and the  
associated principles

1 See About this report on page 4

3.6 Boundary of the report (e.g. countries, divisions, 
subsidiaries, leased facilities, joint ventures, suppliers). 
See GRI Boundary Protocol for further guidance

1 See About this report on page 4

3.7 State any specific limitations on the scope of the 
report. If boundary and scope do not address the full 
range of material economic, environmental, and social 
impacts of the organisation, state the strategy and the 
projected timeline for providing complete coverage

1 See About this report on page 4

3.8 Basis for reporting on joint ventures,  
subsidiaries, leased facilities, outsourced operations, 
and other entities that can significantly affect  
comparability from period to period and/or  
between organisations

1 See About this report on page 4

3.9 Data measurement techniques and the bases of 
calculations, including assumptions and techniques 
underlying estimations applied to the compilation of the 
indicators and other information in the report. Explain 
any decisions not to apply, or to substantially diverge 
from, the GRI Indicator Protocols

1 See About this report on page 4

3.10 Explanation of the effect of any re-statements of 
information provided in earlier reports, and the reasons 
for such restatement (e.g. mergers/acquisitions, change 
of base year/periods, nature of business, measurement 
methods)

1 Not applicable as this is first IPF report

3.11 Significant changes from previous reporting periods 
in the scope, boundary or measurement methods  
applied in the report

1 Not applicable as this is first IPF report
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GRI G3 Guidelines Level of  
reporting

Comment

3.12 GRI Context Index Table identifying the location of 
the Standard Disclosures in the report. Identify the page 
number or weblinks where the following can be found: 
Strategy and analysis 1.1-1.2; Organisational profile 
2.1-2.10; Report parameters 3.1-3.13; Governance, 
commitments and engagement 4.1-4.17; Disclosure of 
management approach per category, Core performance 
indicators, any additional GRI indicators that were 
included, any GRI sector supplement indicators included 
in the report

1 See GRI Index page 85

3.13 Policy and current practice with regard to seeking 
independent assurance for the report. If not included in 
the assurance report accompanying the sustainability 
report, explain the scope and basis of any  
independent assurance provided. Also explain the 
relationship between the reporting organisation and the 
assurance provider(s)

1 See About this report on page 4; 
See Information on external verification can be 
found online at  
www.ipfincrreport.co.uk/cr07/externalverification

Governance, Commitments and Engagements

4.1 Governance structure of the organisation  
including committees under the highest governance 
body responsible for specific tasks such as setting 
strategy or oversight for the organisation. Describe the 
mandate and composition (including the number of  
independent members and/or non-executive members) 
of such committees and indicate any direct  
responsibility for economic, social and  
environmental performance)

1 See Governance framework page 15

4.2 Indicate if the Chair of the highest governance body 
is also an executive officer and if so their function within 
the organisation’s management and the reasons for this 
arrangement

1 See Annual Report and Accounts sections 2.1 and 
2.3 on page 46

4.3 For organisations that have a unitary board structure 
state the number of members of the highest  
governance body that are independent and/or  
non-executive directors. State how the organisation 
defines ‘independent’ and ‘non-executive’. This element 
applies only for organisations that have unitary  
board structures.

1 See Annual Report and Accounts sections 2.4 and 
2.6 on page 46
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GRI G3 Guidelines Level of  
reporting

Comment

4.4 Mechanisms for shareholders and employees to  
provide recommendations or direction to the  
highest governance body. Include references to  
processes regarding: the use of shareholder resolutions 
or other mechanisms for enabling minority  
shareholders to express opinions to the highest  
governance body: and informing and consulting  
employees about working relationships with formal 
representation bodies such as organisation level works 
councils and representation of employees in the highest 
governance body. Identify topics related to economic, 
environmental and social performance raised through 
these mechanisms during the reporting period.

1 See Stakeholder dialogue on page 10;  
See Business risk management on page 19

4.5 Linkage between compensation for members of 
the highest governance body, senior managers and 
executives (including departure arrangements) and the 
organisation’s performance (including social and  
environmental performance)

1 See Annual Report and Accounts section 10.4 on 
page 43, pages 50-53

4.6 Processes of the highest governance body to ensure 
conflicts of interest are avoided

1 See Annual Report and Accounts pages 46-49

4.7 Process for determining the qualifications and  
expertise of the members of the highest governance 
body for guiding the organisation’s strategy on  
economic, environmental and social topics

1 See Annual Report and Accounts section 2.16 on 
page 47

4.8 Internally developed mission and values statements, 
codes of conduct, and principles relevant to economic, 
environmental and social performance and the status of 
their implementation. Explain the degree to which these: 
are applied across the organisation in different regions 
and department/units; and, relate to internationally 
agreed standards

1 See Overarching policies on page 17

4.9 Procedures of the highest governance body for  
overseeing the organisation’s identification and  
management of economic, environmental and social 
performance, including the identification and  
management of relevant risks and opportunities, and 
adherence or compliance with internationally agreed 
standards, codes of conduct and principles. Include the 
frequency with which the highest governance body  
assesses sustainability performance

1 See Annual Report and Accounts section 10 on 
page 43

4.10 Processes for evaluating the performance of the 
highest governance body, particularly with respect to 
economic, environmental and social performance

1 See Annual Report and Accounts Section 10 on 
page 43, section 2.15 on page 47
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GRI G3 Guidelines Level of  
reporting

Comment

4.11 Explanation of whether and how the precautionary 
approach or principle is addressed by the organisation. 
Article 15 of the Rio Principles introduced the  
precautionary approach. A response to 4.11 could  
address the organisation’s approach to risk  
management in operational planning or the  
development and introduction of new products

1 See Climate change on page 66

4.12 Externally developed, economic, environmental and 
social charters, sets of principles, or other initiatives to 
which the organisation subscribes or which it endorses. 
Include the date of adoption, countries/operations where 
applied, and the range of stakeholders involved in the 
development and governance of these initiatives (e.g. 
multi-stakeholder, etc). Differentiate between  
non-binding, voluntary initiatives and those with which 
the organisation has an obligation to comply

1 See Working with others on page 12

4.13 Significant memberships in associations (such 
as industry associations) and or national/international 
advocacy organisations in which the organisation: has 
positions on governance bodies, participates in projects 
or committees, provides substantive funding beyond 
routine membership dues or views membership as 
strategic

1 See Working with others on page 12

4.14 List of stakeholder groups engaged by  
organisations. Examples of stakeholder groups are 
communities, civil society, customers, shareholders and 
providers of capital, suppliers, and employees, other 
workers and their trade unions

1 See Identifying our stakeholders on page 11

4.15 Basis for identification and selection of  
stakeholders to engage. This includes the organisation’s 
process for defining its stakeholder groups, and for 
determining the groups with which to engage and not to 
engage

1 See Identifying our stakeholders on page 11
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GRI G3 Guidelines Level of  
reporting

Comment

4.16 Approaches to stakeholder engagement, including 
frequency of engagement by type and by stakeholder 
group. This could include surveys, focus groups,   
community panels, written communication,  
management/union structures, and other vehicles. The 
organisation should indicate whether any of the  
engagement was undertaken as specifically as part of 
the report preparation process

1 See Identifying our stakeholders on page 11

4.17 Key topics and concerns that have been raised 
through stakeholder engagement and how the  
organisation has responded to those key issues and 
concerns, including through its reporting

1 See Our stakeholders on page 10

Economic performance indicators

Economic Management Approach 2 The most important aspects are dealt with at 5.5 
See New markets on page 20 and in our Annual 
Report and Accounts throughout but see  
especially pages 18-22,  page 26 and section 10 
on page 43. We will give a fuller description of all 
management systems in subsequent reports

EC1 Direct Economic value generated and distributed, 
including revenues, operating costs, employee  
compensation, donations and other community  
investments, retained earnings and payments to capital 
providers and governments (core)

2 See Adding economic value on page 21

EC2 Financial implications and other risks and  
opportunities for the organisation’s activities due to 
climate change (core)

4 IPF has considered this issue and identified at 
present that there are risks and opportunities but 
these are not yet material

EC3 Coverage of organisation’s defined benefit plan 
obligations (core)

1 See Annual Report and Accounts note 24 on pages 
79-82

EC4 Significant financial assistance received from  
government (core)

1 None

EC5  Range of ratios of standard entry level wage  
compared to the local minimum wage at significant 
locations of operation (Additional)

2 See Reward on page 52
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Comment

EC6 Policy, practices and proportion of spending on  
locally based suppliers at significant locations of  
operation (core)

3 Not measured

EC7 Procedures for local hiring, and proportion of senior 
management in locations of significant operation from 
local community (core)

2 Broadly the management in each IPF company  
is local

EC8 Development and impact of infrastructure  
investments and services provided primarily for  
public benefit through commercial, in-kind, or pro-bono 
engagement (core)

4 Not material issue for IPF

EC9 Understanding and describing significant indirect 
economic impacts, including the extent of impacts  
(additional)

2 See Access to finance on page 40

Environmental performance indicators

Environmental Management Approach 2 See Commitments on page 22;  
See Environment on page 64 
See Environmental targets on page 69 and in our 
Annual Report and Accounts references  
throughout but particularly page 28 and section 10 
on page 43. We will give a fuller description of all 
management systems in subsequent reports

EN1 Materials used by weight or volume (core) 1 See Natural resources and waste  
management on page 68

EN2 Percentage of materials used that are re-cycled 
input materials (core)

1 See Natural resources and waste  
management on page 68

EN3 Direct energy consumption by primary energy 
source (core)

4 Not material issue for IPF

EN4 Indirect energy consumption by primary source 
(core)

2 See Climate change on page 66, source  
not specified

EN6 Initiatives to provide energy-efficient or renewable 
energy based products and services, and reduction in 
energy requirements as a result of these initiatives  
(additional)

4 Not material issue for IPF

EN8 Total water withdrawn by source (core) 2 See Natural resources and waste  
management, covered for UK only, source not 
specified though assume municipal supply on 
page 68

EN9 Water sources significantly affected by withdrawal 
of water (additional)

4 Not material issue for IPF
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GRI G3 Guidelines Level of  
reporting

Comment

EN11 Location and size of land owned, leased or  
managed in, or adjacent to, protected areas and areas of 
high biodiversity value outside protected areas (core)

4 Not material issue for IPF

EN12 Description of significant impact of activities, 
products and services on biodiversity in protected areas 
and areas of high biodiversity value outside protected 
areas (core)

4 Not material issue for IPF

EN13 Habitats protected or restored (additional) 4 Not material issue for IPF

EN14 Strategies, current actions, and future plans for 
managing impacts on diversity (additional)

4 Not material issue for IPF

EN15 Number of IUCN Red List species and national 
conservation list species with habitats in areas affected 
by operations, by level of extinction risk (additional)

4 Not material issue for IPF

EN16 Total direct and indirect greenhouse gas  
emissions by weight (core)

2 See Climate change, does not include emissions 
from electricity purchased on page 66

EN17 Other relevant indirect greenhouse gas emissions 
by weight (Core)

4 Not material issue for IPF

EN18 Initiatives to reduce greenhouse gas emissions 
and reductions achieved (Additional)

1 See Climate change on page 66

EN19 Emissions of ozone depleting substances by 
weight (core)

4 Not material issue for IPF

EN20 NO SO and other significant air emissions by type 
and weight (core)

4 Not material issue for IPF

EN21 Total water discharge by quality and destination 
(core)

4 Not material issue for IPF

EN22 Total amount of waste by type and disposal 
method (core)

2 See Natural resources and waste  
management on page 68

EN23 Total number and volume of significant spills 
(core)

4 Not material issue for IPF

EN24 Weight of transported, imported, exported or 
treated waste deemed hazardous under the terms of the 
Basel Convention Annex 1, II, III or VIII, and percentage 
of transported waste shipped internationally (additional)

4 Not material issue for IPF
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GRI Index (continued)

GRI G3 Guidelines Level of  
reporting

Comment

EN25 Identity, size and protected status and biodiversity 
value of water bodies and related habitats significantly 
affected by reporting organisation’s discharges of water 
and runoff (additional)

4 Not material issue for IPF

EN26 Initiatives to mitigate environmental impacts of 
products and services and extent of impact mitigation 
(core)

4 Not material issue for IPF

EN27 Percentage of products sold and their packaging 
materials that are reclaimed by category (core)

4 Not material issue for IPF

EN28 Monetary value of significant fines and total  
number of non-monetary sanctions for, non-compliance 
with environmental laws and regulations (core)

1 See Environment on page 64

EN29 Significant environmental impacts of transporting 
goods and materials used for organisation’s operations, 
and transporting members of the workforce (additional)

1 See Climate change on page 66

Social performance indicators: labour practices  
and decent work

Labour practices and decent work: 
Management Approach

2 See principally Valuing our people on page 50 and 
also our Annual Report and Accounts particularly 
page 26 and section 10 on page 43. We will give a 
fuller description of all management systems in  
subsequent reports

LA1 Total workforce by employment type, employment 
contract and region (core)

1 See Valuing our people on page 50

LA2 Total number and rate of employee turnover broken 
down by age, gender and region (core)

2 See Valuing our people on page 50. Turnover  
given but breakdown by age group, gender,  
region missing

LA3 Benefits provided to full time employees that are 
not provided to temporary or part time employees, by 
major operations (additional)

1 See Reward on page 52

LA4 Percentage of employees covered by collective  
bargaining agreements (core)

1 See Employee relations on page 53

LA5 Minimum notice period(s) regarding operational 
changes, including whether it is specified in collective 
agreements (core)

3 Not recorded

LA6 Percentage of workforce represented in joint 
management-worker health and safety committees that 
help monitor and advise on occupational health and 
safety programmes (additional)

2 See Health and personal safety on page 54
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GRI Index (continued)

GRI G3 Guidelines Level of  
reporting

Comment

LA7 Rates of injury, occupational diseases, lost days and 
absenteeism and number of work related fatalities by 
region (core)

1 See Health and personal safety on page 54

LA8 Education, training, counselling, prevention and 
risk-control programmes in place to assist workforce 
members, their families or community members  
regarding serious diseases (core)

1 See Health and personal safety on page 54

LA10 Average hours of training per year per employee by 
employee category (core)

1 See Developing our people on page 51

LA11 Programmes for skills management and lifelong 
learning that support the continued employability of 
employees and assist them in managing  career endings 
(additional)

1 See Developing our people on page 51

LA13 Composition of governance bodies and breakdown 
of employees per category according to gender, age 
group, minority group membership and other indicators 
of diversity (core)

1 See Diversity and inclusion on page 55

LA14 Ratio of average remuneration of men and women 
broken down by employee category (core)

3 Not currently available

Social performance indicators: human rights

Human rights: Management Approach: 2 See principally New markets on page 20, see  
Employee relations on page 53 and also our  
Annual Report and Accounts particularly section 
10 on page 43. We will give a fuller description of 
all management systems in subsequent reports

HR1 Percentage and total number of significant  
investment agreements that include human rights 
clauses or that have undergone human rights screening 
(core)

1 See New markets on page 20

HR2 Percentage of significant suppliers and contractors 
that have undergone screening on human rights and 
action taken (core)

3 Supply chain policy agreed, implementation  
begins 2008

HR4 Total number of incidents of discrimination and 
actions taken (core)

2 We are not aware of any instances in 2007
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GRI G3 Guidelines Level of  
reporting

Comment

HR5 Operations identified in which the right to exercise 
of freedom of association and collective bargaining may 
be at significant risk, and actions taken to support these 
rights (core)

1 See New markets on page 20

HR6 Operations identified as having significant risk for 
incidents of child labour and measures taken to  
contribute to the elimination of child labour (core)

1 See New markets on page 20

HR7 Operations identified as having significant risk of 
forced or compulsory labour, and measures to  
contribute to the elimination of forced or compulsory 
labour (core)

1 See New markets on page 20

HR8 Percentage of security personnel trained in  
organisation’s policies or procedures concerning  
aspects of human rights that are relevant to operations 
(additional)

4 Not material issue for IPF

HR9 Total number of incidents of violations involving 
rights of indigenous people and actions taken  
(additional)

4 Not material issue for IPF

Social performance indicators: society

Society: Management Approach 2 See principally New markets on page 20, A  
responsible approach to lending on page 36 and 
also our Annual Report and Accounts particularly 
page 27 and section 10 on page 43. We will give a 
fuller description of all management systems in 
subsequent reports

SO1 Nature, scope and effectiveness of any programmes 
and practices that assess and manage the impacts of 
operations on communities, including entering,  
operating and exiting (core)

1 See New markets on page 20

SO2 Percentage and total number of business units 
analysed for risks related to corruption (core)

1 See New markets on page 20

SO3 Percentage of employees trained in organisation’s 
anti-corruption policies and procedures (core)

2 See Overarching policies on page 17

SO4 Actions taken in response to incidents of corruption 
(core)

1 No incidents reported in 2007

SO5 Public policy positions and participation in public 
policy development and lobbying (core)

1 See Public policy on page 38

SO6 Total value of financial and in-kind contributions to 
political parties, politicians and related institutions by 
country (additional)

1 See Public policy on page 38
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GRI G3 Guidelines Level of  
reporting

Comment

SO7 Total number of legal actions for anti-competitive 
behaviour, anti-trust and monopoly practices and their 
outcomes (additional)

1 See Regulation on page 39

SO8 Monetary value of significant fines and total number 
of non-monetary sanctions for non-compliance with 
laws and regulations (core)

1 See Regulation on page 39

Social performance indicators: product responsibility

Product responsibility: Management Approach 2 See principally Responsible approach to lending 
on page 36 and also our Annual Report and  
Accounts particularly page 26 and section 10 on 
page 43. We will give a fuller description of all 
management systems in subsequent reports

PR1 Life cycle stages in which the health and safety 
impacts of products and services are assessed for  
improvement, and percentage of significant products 
and services categories subject to such procedures 
(core)

4 Not material issue for IPF

PR2 Total number of incidents of non-compliance with 
regulations and voluntary codes concerning health and 
safety impacts of products and services during their 
lifecycle, by types of outcome  (additional)

4 Not material issue for IPF

PR3 Type of product and service information required by 
procedures, and percentage of significant products and 
services subject to such information requirements (core)

2 See Regulation on page 39

PR5 Practices related to customer satisfaction,  
including results of survey measuring customer  
satisfaction (additional)

1 See Satisfaction on page 48

PR6 Programmes for adherence to laws, standards and 
voluntary codes related to marketing communications 
including advertising, promotion and sponsorship (Core)

1 See Responsible marketing on page 42

PR9 Monetary value of significant fines for  
non-compliance with laws and regulations concerning 
the provision and use of products and services (core)

1 See Regulation on page 39
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Glossary

A
Agents Agents are a fundamental part of our home credit business. They carry out credit  

assessments, collect repayments every week from the customer’s home and  
establish a face-to-face relationship that’s important in helping customers to stay in 
control of their credit.

B
Business principles Our business principles set out standards which guide us in the conduct of  

our businesses.

C
Carbon Disclosure Project (CDP) The secretariat for a group of major institutional investors who have written to the 

world’s 500 largest companies asking for the disclosure of investment-relevant 
information concerning their greenhouse gas emissions.

Climate Change Changes in the world’s climate caused by increased concentration of greenhouse 
gases (particularly carbon dioxide) in the atmosphere. The term is sometimes used 
interchangeably with global warming.

Community investment How companies manage community involvement activities with the aim of creating a 
positive impact for both the community and the business.

Corporate governance Corporate governance is the framework of policies and processes which determine 
how IPF is managed and controlled. This encompasses our board of directors and 
board sub-committees, as well as internal committees and working groups who 
implement our agreed corporate policies.

Corporate responsibility Corporate responsibility is the management of a company’s impact on society and 
the environment. It aims to add value to the company and increase wider economic 
and social well being now and over the longer term. This impact may be through 
operations, products or services and through interaction with key stakeholders such 
as employees, customers, investors, local communities, suppliers and others.

CR steering committee A high level steering committee which directs and oversees policies and progress  
in CR.
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Glossary (continued)

E
Environmental impact The impact our business has on the environment. Our key impacts relate to climate 

change through energy use and transport, natural resource use (particularly paper) 
and waste.

Environmental management  
system (EMS)

The system that’s set up to identify and manage our environmental impacts and to 
drive improvement.

Equal opportunities Treating our employees equally in all aspects of employment, including recruitment 
and selection, promotional opportunities, training and development, pay and  
benefits, and grievance and disciplinary matters.

F
Financial Services Authority (FSA) The independent body that regulates financial services in the UK. International  

Personal Finance is not regulated by the FSA, but is aligning its approach with the 
FSA’s TCF initiative.

G
Global Reporting Initiative (GRI) A multi-stakeholder governed institution collaborating to provide global standards in 

sustainability reporting.

H
Health and personal safety Health and personal safety is the process in which the well being of employees  

(as well as contractors and the public) is safeguarded. Our activities in this area 
cover health, personal safety, welfare, fire prevention and protecting the  
working environment.

Home credit Home credit consists of small, unsecured, cash loans provided to people from all 
walks of life. Agents (mainly self-employed) carry out the credit assessments in 
customers’ homes and collect affordable repayments face-to-face each week. Home 
credit is designed to suit specific customers’ needs by providing a fast, simple and 
convenient way to borrow.

I
ISO 14001 A certification for environmental management systems that demonstrates that the 

system is operated to an internationally recognised standard.
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Glossary (continued)

K
Key performance indicators Economic, social, community and environmental indicators that we measure and 

report on in order to evaluate our performance.

M
Management systems The systems we put in place to help us achieve our company objectives.

S
Stakeholders Those who have an interest in, or are affected by, the business.

Sustainability, sustainable  
development

Meeting the needs of the current generation, without compromising the ability of 
future generations to meet theirs.

T
Talent management Process to identify and develop the best talent to support company growth.

Treating Customers Fairly An initiative from the Financial Services Authority which aims to raise standards and 
so benefit consumers and increase their confidence in the financial services indus-
try. It is a principles-based approach to regulation that gives companies flexibility in 
how they implement its aims.

V
Volunteering When people offer their time for free in the community, for instance, by fundraising 

for a local charity. Volunteering is an important aspect of our community investment 
activity.


