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! The complaints provision figure is influenced by a high volume of complaints concerning historic agreements. Many of these complaints relate to industry-wide motor finance commission matters and were submitted in the reporting

period regardless of when the agreement was originated. As a result, the metric is not directly indicative of complaint levels relating to agreements originated during the reporting period.

2 The complaints intermediation figure has been reported as ‘N/A’ because a substantial proportion of complaints received during the reporting period relate to agreements entered into in prior years, rather than to sales completed
during the reporting period. Calculating the ratio using reporting-period sales would therefore not be a representative measure of complaint levels associated with current period sales activity.



