Project Outsourcing -
Workforce Transformation

Background

Provident Personal Credit Limited,
part of FTSE 100 Provident Financial
Group Plc, is the largest home credit
business in the UK & Ireland, serving
c.1 million customers with loan
products in the convenience of their
home.

Customer acquisition, new loans and
payment collections were previously
delivered via a workforce of 4,800
mainly part-time, self-employed
Agents across the UK and Ireland
who earned commission on their
activities. However, with the
tightening of legislation around the
use of intermediaries (known as
IR35) part of the 2017 Finance Bill,
it became difficult exercising control
and influence over self-employed
workers without falling foul of the
legislation.

Provident saw the opportunity to
greater influence their performance,
customer experience and profit by
moving to an employed operating
model whereby they could instruct
employees on which customers to
serve, when and how, thus
improving the efficiency and
profitability of their operations. In
addition, as an FCA regulated
business in financial services, their
move was also popular with the
regulators by removing sales related
commission and gaining control over
the customer experience and
suitability of lending.

The Challenge

The new operating model replaced
the 4,800 part-time Agents with
3,000 mainly full time Customer
Engagement Managers. It was
envisaged that c.2,000 Agents would
be successful in securing one of the
new roles, but that was purely an
estimate and would leave an
additional 1,000 positions to be
filled.

In addition, the restructure involved
every level within the business, thus
Area Managers and Regional
Managers were also displaced and
had to apply for new roles in the
structure. The new operating model
relied on the roll-out of new
technology to provide routing and
scheduling to front line employees,
as well as a new customer platform
- this all required training in, ranging
from 3 days to train a Regional
Director to 2 weeks to train a brand-
new Customer Engagement
Manager, totaling 17,000 training
delivery days across all roles in the
UK. Finally, we had just 7 months to
complete the project!

Timing

The timeline was critical. Provident
earns the majority of its profit in Q4
(Oct-Dec). It takes 3 months in role
for a new hire to become
operationally proficient, which
meant that the new Customer

Engagement Managers needed to be
hired and trained by July.
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"We are delighted with our selection
of The Curve Group as their
expertise in Financial Services and
the breadth of services that they
offer across the HR spectrum will
allow all of our requirements to be
met by one provider. The energy,
pace and impact they bring to the
table confirms the fact that we
chose the right partner for our
needs.”

Graham Pye, Head of HR
Operations, Provident Financial
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