Creation Financial Services Limited (“the Company”)
Section 172, EE Engagement & Corporate Governance Statement

Background

Section 172 of the Companies Act 2006 (“the Act”) defines the general duties of directors of a company to promote the
success of that company. Section 172 of the Act states:

“A director of a company must act in the way he considers, in good faith, would be most likely to promote the success
of the company for the benefit of its members as a whole, and in doing so have regard (amongst other matters) to the:

likely consequences of any decision in the long term;

interests of the company's employees;

need to foster the company's business relationships with suppliers, customers and others;
impact of the company's operations on the community and the environment;

desirability of the company maintaining a reputation for high standards of business conduct; and
need to act fairly as between members of the company.”

The purpose of this statement is to describe how the directors of the Company have considered these requirements,
when performing their directorial duties in the financial year to 31 December 2020.

Decision Making & Key Decisions

Throughout the financial year to 31 December 2020, the Company sought to continue its organic growth within its
existing network of retail partners offering credit facilities to customers. In addition, the Company sought to attract new
retail partners and therefore broaden the overall customer base. During the year the Company expanded its provision
of credit to finance the purchase of motor vehicles by entering into a number of contractual arrangements with motor
dealers and brokers.

As a result, the directors made key decisions on the:

e sectors of the market in which it would provide credit to customers and the retail partners, credit intermediaries and
brokers that it used to do so;

e operational requirements necessary to deliver services in an effective manner to customers and retail partners;

e IT systems and Company human resources necessary to ensure effective delivery of its business plan;

financial position of the Company to ensure its ongoing financial viability and stability;

introduction of the Senior Managers & Certification Regime as a regulated consumer credit finance provider; and

manner in which the Company conducted its business to ensure appropriate standards of governance and business

conduct are maintained as well as ensuring complying with the requirements of its regulator and trade body.

Throughout the year to 31 December 2020, the Company and its directors sought to balance its performance as a
responsible lender with the generation of profit and obligations to its shareholders in order to maintain its ongoing
financial viability.

Corporate Social Responsibility (CSR)

The Company is focused on having a positive impact on the local communities in which it works and delivers through its
Positive Impact CSR programme. This programme covers work with local charities to the Company commitment to drive
down its impact on the environment.

The Company’s Positive Impact programme is focused on four key areas: People, Community, Environment and the
Economy which ties in with the commitment to the delivery of the UN Sustainable Development Goals. In the year to
31 December 2020 the Company and its employees spent time volunteering at local charities. The Company:

e provided meals to local people in crisis;

o offered an apprenticeship programme for young people within the Company & pledged money to the apprenticeship
levy to help young people in other businesses;

o funded laptops for school children to support home learning;

e worked to improve the financial literacy of students as local colleges; and

e worked with Dallaglio Rugby Works to improve the lives of young people.

In addition the Company tracked and sought to limit its environmental impact through reporting using defined indicators.
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Stakeholders & Employees — Report on Engagement

The Board strives to take decisions for the long term, with the aim of understanding and respecting the views and needs
of our stakeholders and our shareholder to whom we are accountable.

Details of the Company’s primary stakeholders, the methods used to engage with those stakeholders and the effect of
this regard on the Company’s decision-making and strategy is set out in the table below.

Stakeholders

Form of Engagement

Influence on Committee / Board
Agenda and decision-making

Financiers

The Company receives its
funding from BNP Paribas
Personal Finance S.A.

The Board and Finance Committee receive regular
updates on the Company funding positon.

The Board assesses decision to
be made in line with the financial
stability of the Company.

Shareholder

The Company is a wholly
owned subsidiary  of
subsidiary of BNP Paribas
Personal Finance S.A.

The Company provides regular updates to its
parent company BNP Paribas Personal Finance
S.A. (“PFSA”) through internal reports and
documents as well as those Company directors
employed by PFSA.

The Board makes decision on the
need to balance performance as a
responsible lender with the
generation of profit and its
obligations to its shareholder and
financier in order to maintain its
ongoing financial viability

Employees

The Company provides its
services via
approximately 760

employees to ensure it is
able to undertake its
operations effectively.

The Company regularly communicates with
employees through various media including one to
one meetings, employee briefings, videos and
conferences. The Company (via its parent) seeks
regular feedback from employees and customers to
determine how it is performing in providing its
products and services.

As a result of the pandemic and the request to stay
at home if at all possible, the Company amended
its ways of working to enable all of its staff to
operate from home. That situation was maintained
throughout 2020.

The HR Committee and Board use
the feedback to determine the way
in which employees are further
engaged or employee issues
addressed and the extent of
human resources and systems
required to perform effectively.

Customers

Our customers are
individuals that use our
products and services to
help them buy the goods
and services they need in
their daily lives.

By delivering our products
to customers in a
transparent and
responsive way they can
be confident we are
delivering the products
and services they require
from us.

The Operations Committee is responsible for the
oversight and review of the company’s operational
activities. The aim of the committee includes
assessing performance against delivery of
operational objectives and considering proposals
for any changes to operational activities and / or
priorities.

Feedback is regularly obtained from customers
through surveys to understand how the customer
feels about the products and services offered.
Each member of the committee undertakes regular
call listening to wunderstand the experience
customers receive.

During the year the Company implemented a range
of measures to reflect the needs of customers as a
result of the pandemic.

During the year the Executive
Committee and Board received
feedback from the Operations
Committee and it has been used to
enhance the way that the
Company deals with its customers.

The results from feedback and call
listening has been used to
enhance the way the Company
deals with customers.
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Partners

Our Partners are those
organisations with whom
we have a commercial
relationship and who wish
to make our products
available to their
customers to enable the
partner to provide its good
and services to our
common customers.

The Commercial Committee is responsible for the
oversight and review of the Company’s commercial
activities. The aim of the committee is to assess
performance against delivery of the commercial
objectives and to consider proposals for any
changes to the Company’s commercial activities
and / or priorities.

Feedback is regularly received form meetings with
commercial partners. Throughout 2020 one of the
key focus areas was the impact of the pandemic
and how the Company and retail partners adapted
to that evolving situation throughout the year.

During the year the Executive
Committee and Board received
and approved updates from the
Commercial Committee and the
actions taken to amend the
commercial offering and the
products made available to
customers.

Feedback  from commercial
partners has been used to tailor
activities and priorities as the retail
market evolves and changes. The
information has also been used to
develop and amend the
commercial offering as well as
products to be made available to
customers.

Suppliers

The Company purchases
the goods and services
necessary for its
operations from a range of
suppliers.

The Company selects and engages with its
suppliers in accordance with the BNP Paribas
Group procurement policy & procedures.

The Company is committed to driving out acts of
modern day slavery and human trafficking within its
direct business and supply chain. Some categories
of products and services provided by third party
suppliers may present risks in their supply chains.
The Company has identified those categories and
are carrying out additional due diligence, including
extending our supplier questionnaires to cover the
risks of slavery and human trafficking and
requesting information about the supplier's own
policies and mitigation processes.

During the year the Executive
Committee and Board received
regular updates on the third party
relationships the Company had
concluded and the fact these were
in accordance with the
procurement policy & procedures.

Confirmation was also provided
that the suppliers had agreed with
our policies in all legal contracts,
including those in respect of
modern day slavery and human
trafficking.

Regulator

The Company is
registered and authorised
by the Financial Conduct

The Company provides consumer credit in
accordance with the requirements of the Consumer
Credit Act and the FCA rules and guidance. The

The Board was regularly updated
on the Company regulatory
activities. The Board made

Authority (FCA) Company has taken part in FCA market studies and | decisions to ensure its
has updated it policies and procedures to reflect | relationships with customers and
changes within regulation and the consumer credit | partners reflected its business
industry. requirements and those of its

regulator.
The Company defined the senior manager roles
that would be subject to the Certified Persons
requirements under the FCA Senior Managers &
Certification Regime (SMCR) from.
The Company implemented the changes required
by the regulator to reflect the changing needs as a
result of the pandemic.
Trade Body
The Company is a | The Company is represented onthe FLA Board and | The Board was advised of industry

member of the Finance &
Leasing Association
(FLA) which is a trade
body for the consumer
credit industry.

attends management committees as well as
industry review committees. The Company has
provided feedback on changes in the industry and
has contributed to the evolution of the FLA Lending
Code with which it complies.

changes and the work FLA has
undertaken to ensure its members
were able to implement those
changes effectively.




Creation Financial Services Limited (“the Company”)

Section 172, EE Engagement & Corporate Governance Statement

Compliance
The Company has key | The Legal, Risk & Compliance functions report | Regular updates are provided on
control functions that have | directly to their counterparts within the group to | compliance performance and the
independent  escalation | provide independent oversight to the Company. Board approves any action
routes necessary to address any
The Company has developed its policies & | necessary changes.

procedures and the Compliance function
undertakes a monitoring programme to check that
the defined policies and procedures are being
implemented effectively.

Employee engagement

The Company regularly communicates with employees through various media and more information can be found in the
s.172 statement on pages 1 & 2.

Suppliers, Customers and Others

The Directors are required to promote the success of the Company as a whole and, in doing so, have regard to a range
of stakeholders. On pages 1 - 4 we have set out how we have engaged with our key stakeholders, including customers,
suppliers and others in a business relationship with the Company, and how the Board has considered their interests
during the year.

Corporate Governance Statement

For the year ended 31 December 2020, the Company has chosen to comply with the Wates Corporate Governance
Principles for Large Private Companies (the “Wates Principles”) published by the Financial Reporting Council in
December 2018.

Principle One — Purpose and Leadership

The Board develops and promotes the purpose of the Company and ensures that its values, strategy and culture align
with that purpose.

Principle Two — Board Composition

The Board is comprised of 7 directors which is considered appropriate for the size and complexity of the business. The
Board is diverse and with an appropriate balance of skills, knowledge and experience.

The composition of the Board is reviewed annually, including the individual directors’ skills and experience.

The Board of the Company has made the following commitments regarding diversity:

- annually review the balance on the Board and Senior Management Team of gender, age diversity, professional
qualifications, experience and nationality to ensure that the skills necessary to understand and manage the risks, issues
(including social and environmental) and potential developments in the Company are retained; and

- achieve the target of 50/50 split of men and women in the Senior Management Team by 2022.

Principle Three — Directors’ Responsibilities

The Board and individual directors have a clear understanding of their accountability and responsibilities. There are
clear governance processes in place which support effective decision making.

The Board met 3 times in 2021. Where responsibility has been delegated to a committee or individual, these are clearly
established within the terms of reference or through delegations of responsibility.
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The Board receives management information (“MI”) on key aspects of the business. The MI is constantly challenged
and reviewed to ensure that the Board has access to relevant material including that on commercial & financial
performance, strategy, risk, operational matters, compliance and health & safety.

Principle Four — Opportunity and Risk

The Board promotes the long-term sustainable success of the Company by identifying opportunities to create value and
commercial opportunities and by establishing processes for the identification and mitigation of risk.

The Risk Management Framework, which has been adopted by the Company,]Jpromotes consistency with the
Company’s business objectives and strategy, monitors risk against the Company’s risk appetite and ensures that
appropriate levels of governance and controls are in place across the business. The Risk Management Framework
provides an effective platform for the Board to make informed and robust decisions.

Principle Five — Remuneration

The Company’s objective is to set remuneration at a level that is:

- consistent with and promotes sound and effective risk management;
- does not provide an incentive to breach the Company’s conduct policies or code of ethics; and
- does not encourage risk taking that exceeds the Company’s risk appetite.

Principle Six — Stakeholder Relationships and Engagement

Within the s.172 statement on pages 1 - 4 the Company has set out how it has engaged with its key stakeholders and
how the Board has considered their interests during the year.



