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First, a bit about Lowell

1 in 5 adults in the UK 

have/had a 

relationship with us

Lowell Financial Ltd 

currently has 14.3m 

live accounts

Overdales Solicitors Ltd, 

our specialist law firm, 

handles over 1.4m cases

Our UK team is made 

up of 1500 colleagues 

based in Leeds (and 

now hundreds of 

homes around the 

country)

We have over 

9m active customers 

in the UK

Lowell are the UK’s 

largest credit 

management company 

on a mission to make 

credit work better for 

all
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UK Debt Landscape
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Consumers borrowed an additional £1.6 billion in consumer credit in 

January 2023, compared with £0.8 billion borrowed in December.

21.6% of UK households with children experienced food insecurity in 

January 2023.

Almost 4.5m UK households were in serious financial difficulties in 

July 2022. Up by 60% since October 2021.

BNPL payments in the UK are expected to grow by 20.1% on an 

annual basis in 2023.

Outstanding credit card debt came to £62.9 billion, an increase of 

7.74%, in the year to December 2022.

Borrowers paid £153 million a day in interest in December 2022.

After sustained price rises over the past year, grocery inflation 

currently stands at 18%, the highest level on record.
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So how do we engage with customers in 
problem debt?

It’s a challenge………
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No one is indifferent to their debt, all are affected by it

We firstly wanted to understand our customers and the challenges 
they face
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2014
Started university 

and received 
student loan and 
grant – first time 
having control 
over her own 

money. Got into 
debt from clothes 
payment schemes 

& credit cards.

2016
Initially ignored 
debts hoping 

they’d go away 
and refused to 

change her 
spending habits.
She felt stressed 

that debt was 
hanging over her.

2018
Lowell got in 

touch by letter. 
She was very 
scared and 

ignored Lowell 
initially.

However, when 
she became a 

renter, she 
realised the debt 
had an impact on 
her ability to rent.

2019
Mithi 

acknowledged her 
debt and engaged 
with Lowell. She 
explained she 

wasn’t in a 
financial position 

to start paying her 
debt off. She felt 

relieved.

2020
She set up a 

payment plan with 
Lowell and 

instantly saw her 
credit score 
increase.

She is confident 
she’ll repay her 

debt

Mithi – Motivated to Pay
Mithi, 28, lives in London, working full time in the medical industry.  Growing up Mithi’s parents 
were very strict with money, meaning she developed a bad relationship, not understanding it’s 
value…
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Not all debts are seen as equal

Taken less seriously
Causing less stress
Less motivation to 
tackle

Taken more seriously
Causing maximum stress

Provides greatest 
motivation to tackle

Catalogues/Home 
shopping

Debts associated 
with the home: 

rent, gas, electric, 
Council Tax

High interest 
rate/Payday 

loans

Parking 
fines/ 

speeding 
tickets

Mobile 
Phone/Internet
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So, what did we do?

‘’… by providing interest-free payment 
plans to suit them’

Customer name

‘Here to help you’.

‘We know dealing with debts can 
be stressful and this might be the 

last thing you want to deal with 
right now…’

‘If you need a bit of time to work things 
out – that’s fine- please let us know –
it’s not as hard as you think…’

‘We’re already helping millions of 
people take control of their finances…’

‘You’re in control’

‘How to take the first step’

‘Call us on…

‘The sooner you get in touch, the 
sooner you can work towards repairing 
your credit file and becoming debt-
free’

‘There’s more information on the back 
of this letter including some legal stuff 
we have to let you know about…’
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So, did it work?
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Questions



For more information about the UK’s biggest network of clientside researchers

visit us at Stand 203

aura.org.uk


