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“Consumer Duty is the Most Significant 
Regulatory Change affecting how 

finance products are sold in recent years.
Implications right through to people, 

process and culture.”

Grant Thornton 



Finance underpins vehicle sales and is a significant 
revenue generator for retailers









• Lenders have recently produced their introducer packs for retailers and other 
distributors to now do “their bit” in readiness for end of July.

• https://www.evolutionfunding.com/public/consumer-duty-resource-hub/











Typical Motor Finance Sales Models

• Consumer Duty will require 
Lenders to have greater 
control and influence over 
finance introduction 
channels.  This will need 
more collaborative 
relationships between 
lenders, brokers, retailers, 
system providers, website 
providers and marketplaces.
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Manufacturers Vs Distributors

In practice:
• Lenders will be Manufacturers
• Retailers, along with system providers will typically be 

distributors.
• When retailers are influencing finance sell out rates or 

introducing other products then they could be considered a 
co-manufacturer or manufacturer



Product and Services Outcome

• Product Governance
• Definition of the product.
• Clarity on Target Market
• Avoiding features that could harm the customer
• Monitoring and MI to evidence the product is fit for purpose.
• Requires greater collaboration between Manufacturers and 

Distributors



Price and Value Outcome

• Fair Value of Product
• Charges must be reasonable when compared to its benefits.
• Must evidence value assessment compared to the market.
• Lenders will need to consider commissions
• Continuous monitoring and MI to evidence value
• Manufacturers initial assessment, distributors have a part to play 

across the wider chain



Customer Understanding Outcome

• Ensuring the customers fully understands the product from 
research, at Point of Sale and during life of product.

• Empowering customers to make decisions
• Can the ‘average’ customer understand, with a focus on 

supporting potentially vulnerable customers.
• Product Manufacturers need a testing framework to evidence
• Monitoring and MI for continuous improvement
• Applies to both Manufacturers and Distributors



Customer Support Outcome

• Support the customer throughout their relationship.
• Must not disadvantage vulnerable customers
• Ensure customers do not face unreasonable barriers
• Senior managers to schedule regular reviews
• Monitoring and MI for continuous improvement
• Applies to Manufacturers and Distributors



Online VS Showroom in practice

Online Finance Applications in 
region of 35% in 2022 from the  
£2.1 bn of transactions.

Digital Channels provide the 
opportunity for lenders and 
retailers to ensure products are 
introduced in a consistent 
manner with scalable MI.
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• Consumer Duty is a significant change in 
culture and practices for many organisations –
Lenders, retailers, brokers, system providers.

• Expect FCA to act tough
• Lenders producing introducer packs, has now 

made the July deadline possible for any 
distributors – dealers and system providers.

• Some ignorance amongst dealers and system 
providers

• Post July expect FCA to enforce greater 
collaboration between manufacturers and 
distributors to evidence regulation.

• Greater Digitisation of finance can overcome 
some of the practical challenges



Whitepaper

https://www.ivendi.com/navigating-consumer-duty


