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UNfair Wear & Tear
Changing attitudes towards 

PCP/vehicle termination collection 

and damage recharge

Nigel Dann Head of Quality Assurance, Anglia UK
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� Longest established in-life motor risk 

specialist - established over 20 years

� Serve majority of the FN50 and 

Captive Finance houses

� 90+ employed staff and field agents
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BAU

Business As Usual
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BAU

Business As usual
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Vehicle Logistics

Vehicle Stocking Audit

Asset Repossession

Arrears & Credit Mgt.
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Anglia Vehicle Logistics

� Fully fledged Transport Company

� Fleet of Single/Double Car Transporters

� Digital Inspect and Collect Service

� Damage recharge collection
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Guardian App
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FCA’s Regulation Regime
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Unique Insights

Increased demand for our ‘Truck Services’

Increased level of dispute about costs at 

point of inspection

No current MOT

Increase in PCP/Lease for used cars

Not roadworthy

-and no differentiation in the inspection 

standards applied
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Damage Recharge?

A. Income stream to offset additional losses 

when customer hands the vehicle back.

B. Enforcement of the agreement due to 

customer failing to take reasonable care.

or
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Damage Recharge

What is the mechanism that allows the 

Lender to legitimately make these charges?
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Big Mac = 45p
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Consumer Credit Act 1974

Section 100  (4)
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Consumer Credit Act 1974
Section 100 (4)

If the debtor has contravened an 

obligation to take reasonable care of the 

goods, the amount arrived at under 

subsection (1) shall be increased by the 

sum required to recompense the creditor 

for that contravention,
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“Reasonable Care”?
BVRLA

“Fair wear and tear occurs when normal usage causes 

acceptable deterioration to a vehicle.” 

“When BVRLA members review deterioration to 

the vehicle’s condition at the end of a contract or 

finance agreement, the age, mileage and use of 

the vehicle is taken into account.”

17

18



18/03/2019

10

TRUSTED COMPLIANT EFFECTIVE

cap hpi updates
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“sum required to recompense”? 

Perfectly entitled to levy 

charges on customer

Is there a potential to 

overcharge customers?

Charges need to be FAIR

and TRANSPARENT.

19

20



18/03/2019

11

TRUSTED COMPLIANT EFFECTIVE

CONC
Consumer Credit Sourcebook
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11 Principles
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Principle 6

TCF
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Treating Customers Fairly
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Treating Customers Fairly
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Case Study

Meet Jon. . .
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Recieved new bill last week for £3500!!! (3 years old 41k)

Going through the BVRLA guide now!

Lease companies trying to offset depressed 2nd values me thinks!

Not a happy man.

Clearly they are using this tactic to make money 

out of unwary customers. I will NEVER buy or 

lease from (_________) again.

The car was returned in mint condition three weeks 

ago but I've just received a letter demanding I pay 

charges of £2294.99 due to poor repair.

most of the cars are sent straight to auction and the 

leasing company dont even see them its just a nice 

little earner for them i think (_________) is one of 

the worse ones to do this in my experience.

The reality is Irrelevant
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I haven't time for a fight so I paid them. My company have 4 lease 

cars, we won't EVER lease another (_________) again following 

their attitude. I make it my point to tell every businessman I meet 

my story, so far 2 business people (in 2 months) I associate with 

have NOT leased (_________). Its now a sport to me, this will cost 

them more than £650 in lost orders they stung me for.

What's the betting that there's an internal memo amongst 

(_________) pushing staff to find non-existent problems and raise 

charges? 

Times are tough and it looks like even (_________) are succumbing 

to dumb down tactics.

(_________) seem to exist to rip off as many individuals as possible by charging 

ridiculous end of lease charges. In my case, I returned a (_________) in excellent 

condition and then received a bill for £1,300! I managed to get this reduced by over 

£300, and still felt as though I had been totally conned. I have now paid as I don't want 

the hassle and expense of going legal, but I am determined that I will never go near 

these con-men again and I would advise everyone else to avoid them too.
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So What?

Back to Jon. . .

What if he wasn’t such an easy going 

fellow?. . .

29

30



18/03/2019

16

TRUSTED COMPLIANT EFFECTIVE

What’s the worst 

that can happen?
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What’s the worst that can happen?

Challenged in Court

Customer wins – precedent is set

Word spreads like wildfire

Ambulance chasers escalate their actions

Aliens from outer-space invade

We are all bombarded with TV/Radio Ads and 

cold calls for “Unfair Damage Recharges”
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Advice we are discussing with our clients. . .

Review Fair Wear and Tear Policy

Manage the Collection Agents

♦Consistent application of the 

standards

Listen to the customers

Manage this ourselves – so we 

avoid further Regulation
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AuthorisedAuthorisedAuthorised

Thank YouThank You

35

36


