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FLA VEHICLE RECOVERY AND COLLECTION 

INDUSTRY STANDARDS 
 
 

INTRODUCTION 
 
1. Efficient and compliant vehicle collection and recovery is essential for enabling 

lenders to remarket their vehicles and for helping to ensure good customer 
outcomes.   The process is varied, requiring different risk based approaches 
depending on the customer’s circumstances and how they respond to lender and 
vehicle recovery and collection agent communications.  Whilst there are FCA rules 
and principles outlining regulatory requirements (which we outline below), this 
document sets out comprehensive FLA industry standards that all FLA member 
vehicle recovery and collection agent firms (referred to as ‘agents’ below) are 
expected to meet.  These standards aim to: 

• Highlight to lenders the operational and field-based standards that agents 
commit to achieving as well as activity that is considered bad practice, which 
they will not undertake. 

• Provide lenders with a framework against which audits of their agents can be 
based upon. 

• Obtain recognition from the FCA and the FOS against which regulatory 
compliance and complaints can be judged. 

 
2. Below is an outline of the existing FCA regulatory requirements of vehicle recovery 

and collection agents.  Following these rules are the standards, separated into: 

• Policies – the minimum policies that agents should have in place to ensure 
their staff are clear on what is required across all business operations and 
activities. 

• Insurances – the minimum cover agents should have in place to ensure 
customers, staff and both their own and lenders’ assets are protected. 

• Recruitment, pre-employment screening and employment – the checks 
required when agents are recruiting new employed or self-employed staff. 

• Training – the minimum training and ongoing learning requirements of all staff. 

• Appointment undertakings by field officers – the activities required of all 
agent field officers to ensure regulatory compliance and deliver the best 
possible customer outcomes. 

• Operational equipment and processes – the technology, equipment and 
associated processes that should be in place to support collection and recovery 
activities. 
 

 
FCA REQUIREMENTS 
 
3. There are a number of obligations placed on agents in the FCA handbook, most of 

which are also relevant to lenders.  The most important of these are referred to 
and/or linked to below: 
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• PRIN – The Principles are the key overarching requirements that all FCA 
regulated firms must comply with.  All 11 principles are relevant to agents 
but PRIN 1, 2, 3, 5, 6, 9 and 10 are particularly important in relation to vehicle 
recovery and collection activities.  PRIN 6 relates directly to the fair treatment 
of customers / TCF. 
 

• SYSC 3.1.1 - A firm must take reasonable care to establish and maintain 
such systems and controls as are appropriate to its business. 
 

• SYSC 4.1.1R - A firm must have robust governance arrangements, which 
include a clear organisational structure with well defined, transparent and 
consistent lines of responsibility, effective processes to identify, manage, 
monitor and report the risks it is or might be exposed to, and internal control 
mechanisms, including sound administrative and accounting procedures and 
effective control and safeguard arrangements for information processing 
systems.  

 

• SYSC 5.1.1R - Firms must employ personnel with the skills, knowledge and 
expertise necessary for the discharge of the responsibilities allocated to 
them.  

 

• CONC 1.2.2R - A firm must ensure its employees and agents comply with 
CONC; and take reasonable steps to ensure that other persons acting on its 
behalf comply with CONC.  

 
• CONC 7.2, 7.3, 7.4, 7.5, 7.8, 7.9, 7.10, 7.11 – These provisions all include 

rules or guidance governing processes linked to where lenders, agents or 
debt advisors are communicating with customers who are in financial 
difficulty.  The most relevant of these are: CONC 7.3 which outlines rules 
regarding repossessions and debt collection;  and CONC 7.9 contact with 
customers. 

 
4. After a long period of moratorium during the COVID-19 pandemic, the FCA 

allowed firms to terminate agreements and repossess vehicles from 31st 
January 2021, but only as a last resort.  Prior to terminating the agreement 
lenders are required to evidence that all forbearance options have been 
appropriately considered as well as carefully review the impacts repossession 
could have on vulnerable customers.  See FLA best practice on conducting 
vehicle repossessions during the COVID-19 pandemic. 

 
5. To provide assurances to agents that compliance with the FCA’s guidance is 

being met, lenders should issue one letter to each agent they work with 
confirming that processes are in place that ensure all future repossessions are 
being instructed only as a last resort.  See example letter under Annex 1 below. 

 
 

POLICIES 
 
6. Policies are important documents that should be clear, easily accessible and 

used to reference and communicate rules and processes that must be followed 
by staff.  Agents must have policies in place to ensure they are organised, 
resilient and mitigating conduct and operational risk - in line with the FCA’s 

https://www.handbook.fca.org.uk/handbook/PRIN/2/1.html
https://www.fca.org.uk/firms/fair-treatment-customers
https://www.fca.org.uk/firms/fair-treatment-customers
https://www.handbook.fca.org.uk/handbook/glossary/G430.html
https://www.handbook.fca.org.uk/handbook/CONC/7/3.html
https://www.handbook.fca.org.uk/handbook/CONC/7/9.html
https://www.fla.org.uk/emails/conducting-vehicle-repossessions-during-the-covid-19-pandemic/
https://www.fla.org.uk/emails/conducting-vehicle-repossessions-during-the-covid-19-pandemic/
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SYSC sourcebook and PRIN 3 – taking reasonable care to organise and control 
affairs responsibly and effectively, with adequate risk management systems. 
 

7. Under this standard, agents must implement policies which cover the following 
areas: 
 

• Data, IT and cyber security: covering steps taken to comply with GDPR 
including on data privacy, data retention; management and usage of 
hardware and software; and use of passwords and cyber resilience – 
including protection against cyber-attacks. 
 

• Financial crime, money laundering and anti-bribery: implementing 
policies that prevent such activity and outline how staff should respond where 
it has been identified.  The policies should set out how the agent complies 
with relevant UK law including:- Proceeds of Crime Act 2002, Money 
Laundering Regulations and the Bribery Act 2010. 
 

• Complaint handling: setting out how the complaints process works, timings 
and how this is communicated to clients and customers. 
 

• Disaster recovery, incident management and business continuity: 
policies that outline response processes to ensure the agent remains 
resilient and has in place a recovery and continuity plan where there is an 
internal or external infrastructure failure or other incident affecting its ability 
to operate.  This also includes the allocation of clear staff responsibilities, to 
ensure that staff are aware of who to report operational issues to internally 
so that they are effectively responded to. 

 

• Treating Customers Fairly:  setting out how all staff should aim to achieve 
the fair treatment of, and best possible outcomes for, customers. 

 

• Vulnerable customer: outlining how customer communications and contact 
should be undertaken in way that helps to identify and respond fairly to 
vulnerable customers. 

 

• Breathing space: outlining the process, approach and communication with 
lenders where eligible customers, in problem debt who receive professional 
debt advice, have new statutory protections to a sixty-day period where 
interest, fees and charges are frozen.   

 

• Recruitment, pre-employment screening, employment and training: 
setting out processes and checks for recruiting and employing staff and the 
programme of ongoing training they are required to undertake to remain fit 
to carry out their roles. 

 

• Field operations and driving standards: what rules field officers must 
adhere to when undertaking appointments including the use of transport, 
conduct and required processes. 

 

• Appointed representative supervision: if the agent does appoint ARs to 
undertake field based activity there should be a policy in place setting out 

https://www.legislation.gov.uk/ukdsi/2020/9780348209976/contents
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how they are monitored/managed to ensure good outcomes are being 
achieved and to prevent conduct risk. 

 

• COVID-19: ensuring that the Government’s COVID-19 secure guidelines 
and FCA temporary forbearance guidance are complied with across all 
business operations and a contactless process is in place when vehicles are 
collected. 
 

• Whistleblowing: setting out the process to enable staff to report wrongdoing 
internally and/or externally ensuring compliance with the Employment Rights 
Act 1996. 

 

• Modern slavery: An annual statement must be produced if an agent’s 
turnover is £36m or more per annum.  The statement should include steps 
taken by the agent to deal with modern slavery risks both within its own 
supply chain and business. 
 

• Health and safety: setting out the processes for identifying and reporting 
health and safety issues as well as how to respond to accidents, injuries and 
occupational health issues. This should also include a policy or policies 
around the safe use and loading of recovery vehicles. 
 

• Grievance: outlining how grievances, where complaints arise as a result of 
the rights of a staff member being violated or unfair practices, are dealt with 
by management. 

 
 

INSURANCES 
 

8. Agents must have in place appropriate insurance cover to provide financial 
protection against risks across all operational activities.  Under this standard 
the cover required is as follows: 
 

• Fully comprehensive motor insurance – with additional cover for 
goods being driven for repossession purposes (this must be stated on 
the policy). 

• Goods in transit insurance – for vehicles being recovered and 
transported. 

• Employers liability insurance – to provide cover for costs linked to 
employee illness or accident whilst working. 

• Public liability insurance – to provide cover for costs associated with 
any harm to members of the public that are caused by an agent’s 
business activities. 

• Professional indemnity – providing protection against claims by made 
by clients who sue because the services provided by an agent are 
deemed to be inadequate. 
 

9. The amount of cover provided by each policy must be sufficient to fulfil any 
indemnities, compensation and other costs due to third parties to the extent that 
the agent is able to maintain business continuity and meet service level 
agreements. 
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RECRUITMENT, PRE-EMPLOYMENT SCREENING AND EMPLOYMENT 

 
10. Agents must take reasonable measures to ensure that their staff are fit for 

purpose to carry out their role and have no record of adverse behaviour, 
criminality or other characteristics that could lead to risks to other colleagues, 
customers and service provision.  
 

11. Agents should have in place policies (as per paragraph 7) that set out a robust 
recruitment, pre-employment screening and employment process.   
 

12. Since the roles and responsibilities of staff vary, as with all businesses, the 
approach to recruit and screen staff should be undertaken in a risk based way. 
 

13. All candidates should, as a minimum, be screened to check for the following 
elements: 

• Confirmation of right to work in the UK 

• Proof of residence for foreign nationals 

• Credit history – to cover any adverse financial circumstances. 

• Disclosure and Barring Service (DBS) – basic check 

• Employment history and employment references  

• ID verification 
 

14. For field officers, all of the above checks should be made along with these 
additional checks: 

• Driving licence checks (if ID verification did not rely on driving 
licence). 

• Disclosure and Barring Service (DBS) – standard check 

• Regulatory knowledge of TCF, PRIN and CONC requirements 
relating to the vehicle recovery and collection process. 

• Appropriate insurance cover and equipment – for appointed 
representative staff, where this is not provided by the agent. 
 

15. For staff responsible for conducting any senior manager responsibilities firms 
should ensure that appropriate regulatory references are obtained. 
 
 

TRAINING 
 
16. Agents must ensure that all of their staff (including ARs and any subcontracted 

persons/agents) are appropriately qualified to carry out their roles with skill, 
care and due diligence.  This includes Continuous Professional Development 
(CPD) to ensure that the skills and knowledge of staff are refreshed in in line 
with market, legislative and regulatory changes. 
 

17. As a minimum, all staff should be provided with foundation training covering the 
following areas: 
 

• FCA Principles of Business 

• Treating Customers Fairly 

• FCA conduct rules - CONC 

• Vulnerable customers and associated FCA rules 
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• Senior Managers & Certification Regime (SMCR) – basic training only 
required for staff that are not senior managers 

• Data protection  

• IT security 

• Fraud, anti-money laundering and anti-bribery and corruption 

• Incident management – persons of responsibility for incidents 

• Health and safety – including COVID-19 requirements 

• Diversity and inclusion 

• Complaint handling and  agents’ complaints process 
 

18. Staff that are directly involved in engaging with customers (front line) should 
undertake intermediate or advanced training on all of the above topics and 
others core to their specialism.  For example: 
 

• Field officers responsible for collecting or recovering the vehicle from 
the customer.  Who would require agent specific training on practical 
vehicle collection and recovery to ensure that all other FLA standards 
are met.  This could for example include relevant training linked to PAS 
43 – the specification for vehicle breakdown and recovery operators or 
courses provided by the Institute of Vehicle Recovery. 
 

• Customer services / communications staff responsible for discussing 
a customer’s circumstances and informing them of the vehicle collection 
or recovery process.  More advanced training on assisting vulnerable 
customers and data protection may be necessary.  

 
19. Other staff, who do not engage directly with customers, should be provided with 

appropriate tailored training and CPD in line with the activities they undertake. 
 

20. The FLA’s SAF training programme provides free foundation and intermediate 
knowledge based learning on key regulatory learning relevant to motor finance 
providers.  Agents may wish to use this learning to meet some of the training 
requirements under this standard. 
 

21. The FLA also provides training on a range of topics covering areas relevant to 
agent activities here. 

 
 

APPOINTMENT UNDERTAKINGS BY FIELD OFFICERS 
 

22. The extent to which agents can undertake field activity depends significantly on 
the information that is provided to them by lenders.  It is well understood that 
lenders will each have different systems and approaches to communicating 
information to agents as expected in a competitive market.  Agents therefore 
must be flexible in their approach to working with lenders.  
 

23. Agents must ensure that they have sufficient information and authority to carry 
out vehicle collection and recovery practices.  Lenders should provide the 
following details to agents: 

• Clear letter of instruction form, with: 
o Reason for instruction 

https://www.specialistautomotivefinance.org.uk/home/
https://www.fla.org.uk/events-and-training/events/?p=3
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o Client contact details on the instruction, so the customer can 
contact the lender directly upon visitation if required. 

• Copies of any court documentation required on request, or 
indemnification where this is not provided and instructions have been 
made - except with regard to section 92 court orders. 

• Arrears/ balance so customer can be informed of the amount 
outstanding. 

• VRM and VIN (not just the VRM) 

• Name, address, DOB, phone number and email address of the 
customer. 
 

24. Where agents have not been provided with a clear letter of instruction, or are 
missing other information, they should seek to obtain this from lenders if the 
omitted details could present risks to the customer or field officers.  

 
25. Field officers must not engage in misrepresentative discussions or use coercion 

when in contact with the customer in order to facilitate the removal of a vehicle 
from their possession.  This might include field agents suggesting they have the 
authority to do so, or a court order for the removal of the vehicle from private 
property - when they do not.  Similar examples of malpractice are prohibited 
under CONC 7.9.  

 
26. Agents must ensure that field recovery vehicles do not exceed statutory weight 

limitations set out by Road Vehicles Regulations and that loads are secured 
safely.  See Government guidance on vans, HGVs and load securing. 

 
27. Agents must ensure that vehicle collection and recovery undertakings are 

conducted in line with the FLA’s COVID-19 guidance for vehicle collection, 
delivery, distribution, storage and technical services and FLA best practice on 
conducting vehicle repossessions during the COVID-19 pandemic. 
 
 

OPERATIONAL EQUIPMENT AND PROCESSES 
 
28. Lenders should ensure that as part of new agent tenders and audits sufficient 

information is provided by the agent to demonstrate they have safe loading 
policies and that an operator licence is held where this is necessary. 
 

29. As set out under paragraph 26. above, agents must ensure that the recovery 
vehicles they use are suitable for collecting and transporting vehicles based on 
their payload.  Overloading recovery vehicles poses serious safety risks and 
will leave any insurance cover obtained by the agent void.  In the UK any 
operator transporting loads above 3.5 tonnes of Gross Vehicle Weight (GVW), 
on behalf of another party for hire or reward, requires a vehicle operator licence.  
Where vehicle operator licences are required by agents they must adhere to a 
series of provisions,  designed to help avoid serious accidents.    
 

30. Agents must have in place adequate operational equipment and processes that 
comply with regulatory and legislative requirements and ensures conduct 
standards can be monitored and maintained.  Processes must be in place that 
enable agents to have oversight of their operations and make improvements 
where necessary – in line with the FCA’s SYSC rulebook. 

https://www.legislation.gov.uk/ukpga/1974/39/section/92
https://www.handbook.fca.org.uk/handbook/CONC/7/9.html
https://www.gov.uk/guidance/driving-a-van
https://www.gov.uk/government/publications/hgv-maximum-weights/hgv-maximum-weights
https://www.gov.uk/government/publications/load-securing-vehicle-operator-guidance/load-securing-vehicle-operator-guidance
https://www.fla.org.uk/business-information/documents/covid-19-guidance-for-vehicle-collection-delivery-distribution/
https://www.fla.org.uk/business-information/documents/covid-19-guidance-for-vehicle-collection-delivery-distribution/
https://www.fla.org.uk/emails/conducting-vehicle-repossessions-during-the-covid-19-pandemic/
https://www.fla.org.uk/emails/conducting-vehicle-repossessions-during-the-covid-19-pandemic/
https://www.gov.uk/being-a-goods-vehicle-operator
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31. The key requirements for agents are as follows: 

 

• Office based telephone systems must record customer calls - with 
this being disclosed to customers.  This ensures that customer service 
calls can be monitored and reviewed for conduct purposes.  Going 
beyond the standard agents could also record all customer calls - 
including through mobile phones used by field officers.  
 

• All communications with customers and clients should be made 
through business e-mail servers and devices and processes/policies 
must be in place to ensure compliance with the GDPR.  Going beyond 
the standard would be to use secure e-mail and Secure File Transfer 
Protocols (SFTP) to share information with lenders and/or achieving 
ISO270001 accreditation. 

 

• Storage of customer information – ensuring that any documentation 
or devices used to store personal information are kept secure in line with 
GDPR requirements.  This should be incorporated into agent policies. 
Field based staff, or subcontracted parties, must not use their own 
personal devices to contact customers.  Going beyond the standard 
would be where third party hosting services are used to ensure that 
electronic communications are retained for every case until it has been 
closed, or in accordance with the firm’s data retention policy. 

 
• Field based vehicles – agents must ensure that they, or any 

subcontracted parties, keep their company vehicles in a good state of 
repair and maintain these assets on an ongoing basis.  As set out under 
paragraph 24 field vehicles must not be overloaded and their cargo 
safely secured. 

 

• Agents must ensure their field officers are easily identifiable to 
customers ensuring that their name, the agent’s name and their role 
within the firm is clearly visible.  An identification badge should be worn.  
This is aligned to FCA requirements under CONC 7.9.1. 

 
32. Agents should ensure that they undertake a risk based approach to monitoring 

and evidencing the conduct of their field officers - making sure that they have 
taken all reasonable steps for delivering good customer outcomes, complied 
with regulatory requirements and with applicable agent policies. 
 

33. There are several approaches and technologies that agents can take to monitor 
field based conduct, these include: 
 

a) Use of wide angled dashboard cameras and vehicle tracking 
systems to ensure that the vehicle is being driven appropriately. 
Dashboard and CCTV cameras can provide video footage of a visit 
but do not typically provide any sound which evidences engagement 
with customers. 
 

b) Reliance on oversight processes – whereby field officers are 
entrusted to follow their training by providing the correct information 
to the customer and obtain the necessary consent to collect the 
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vehicle.  Agents should ensure they have a satisfactory system for 
monitoring and auditing their field officers and reviewing cases, as 
should lenders. This could also include undertaking complaint 
analysis to determine whether there are common factors which 
provide a feedback loop to agent and lender risk assessments.  
 

c) Use of electronic messages and devices – this can allow the 
customer to provide consent to have the vehicle collected/released 
prior to the undertaking and at the visit as well as enable other useful 
information to be communicated. 

 
d) Voice recordings of customer engagement – whereby the 

customer is notified that they are being recorded to ensure that the 
field officer is complying with conduct requirements and 
communicating information to ensure the customer can make 
informed decisions.  The customer can be asked to agree with the 
information that is provided to confirm understanding or consent. 

 
e) Body Worn Cameras (BWCs) to record customer engagement – 

BWCs fully record customer engagement providing both an image 
and sound recording of the undertaking.  Again, the customer can be 
asked to agree with the information that is provided to confirm 
understanding or consent. 

 
34. The risk based approach that agents should take relates not only to the conduct 

of field officers, but also to the conduct of the customer and the risk they present 
to field officers, as well as other factors.  The requirements set out under the 
appointment undertakings by field officers standard above are therefore 
extremely important in ensuring that lenders and agents can appropriately 
assess such risks.  Agents should continuously assess incidents that have 
occurred in the field and update their risk assessment process where necessary 
to improve how risks are managed in future.  
 

35. The majority of vehicle recovery and collection cases are typically low risk.  But 
there are undertakings which are more complex and are therefore subject to 
higher levels of risk. Voluntary surrenders and protected repossessions for 
example require more statutory information and documentation to be provided 
to the customer.  Some customers may be vulnerable or pose a safety risk to 
field officers or themselves.  Fully evidencing overall conduct in the field 
becomes more necessary the higher the level of risk. This enables field officers’ 
conduct to be more accurately reviewed and can be also be used to assist the 
customer in cases where vulnerability has been identified. 
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Annex 1 – Example letter confirming lender approach to repossessions 
as a last resort 

 
 

[LENDER NAME] 
[LENDER ADDRESS] 

 
[AGENT NAME] 
[AGENT ADDRESS] 

  
Dear [AGENT CONTACT NAME] 
 

FCA guidance on commencing repossession as a last resort 
 

In light of the FCA’s updated consumer credit tailored support guidance published on 
27th January 2021 we wanted to provide our assurances to you regarding the approach 
[LENDER’S NAME] is taking to comply with the requirements. 
 
As you will no doubt be aware the guidance allows for us to terminate agreements and 
repossess vehicles from customers in COVID-19 related financial difficulty from 31st 
January 2021, but only as a last resort.  We have therefore implemented processes 
that seek to ensure: 
 

• We have in place the necessary evidence that all forbearance options have 
been appropriately considered before instructing you to commence 
repossession as a last resort.  
  

• We assess whether it is fair and appropriate to repossess where we know, or 
have information to suggest, the customer is vulnerable and at greater risk of 
harm, including as a result of circumstances relating to Coronavirus. 

 

• We will share any information we have with you and other repossession agents 
we appoint where this is permissible, regarding customer vulnerabilities or 
circumstances that may impact on the repossession process. 

 
It should be noted that this letter does not provide an indemnity for any future activity 
you undertake on our behalf.  It does however serve to demonstrate that we take 
regulatory compliance very seriously and intend to work with you to deliver the best 
possible customer outcomes.    
 
We hope this provides the reassurance you need.  If you have any questions please 
do contact us on [E-MAIL / TELEPHONE NUMBER]. 
 
Yours sincerely 
 
 
LENDER SIGN-OFF 
 


