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Trusted by leading
organisations to manage
their outstanding
accounts and collections
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ARC Europe — What We Do

Blended strategy tailored to customer and client type

Double Award-Winning DCA Digital-Led Collections Human Expertise

CICM & CSA recognised 41% via digital channels in 2025 Complex & sensitive cases
End-to-End Collections In-House CRM Trace & Analytics
Pre-default to litigation Built for speed & flexibility Smarter targeting
Vulnerable Specialists APl Integration UK Contact Centre

Positive outcomes focus Seamless client connectivity FCA-aligned agents



Clients include...

Finance

hationwide

& Santander

Klarna.

INESR

Amplifi

HastingsbIRECT

Health & Fitness

VILLAGE GYM

THIRD SPACE
Serco

~SMMdPFITIIESS 247
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Non-Regulated
Clients

Allianz ()

Crown
Commercial
Service

CAMBRIDGE
WATE R (
COMPANY

South Staffs Water

Harvest

energy



ARC Recent Highlights

Delivery, conduct and digital progress

New Partnerships

«  Approved to Crown Commercial Services DRS2 Platform

-  Awarded NHS Contract commencing May 2026
«  On-boarded 3x Credit Unions during 2026, increasing our
portfolio to 6x Unions and more in the pipeline

2025 Collections

- £27m recovered for our clients, who placed 340,000 debts
with us

«  14.86% average liquidation rate across all portfolios

Customer Engagement Improvements

« 4.6 Google Rating achieved in 2026, over 1000 5* Review

«  45% of transactions via digital channels

«  Enhancements made to Vulnerable Customer Strategy

IT Projects

« 1S0O27001 Accreditation commencing Q2 2026
«  Cloud-based CRM developed
«  EvaluAgent Trial

- Integration Projects with CreditClear commenced

Double Award-Winning Agency

«  Winner of the CICM DCA of the Year Award - February 25

Winner of the CSA Team of the Year Award — September 25

- Winner of Best Training Initiative — April 26

Payments and Digital Experience
«  Apple Pay and Google Pay enabled across digital channels
. Faster, lower-friction customer journeys

«  Over 70% of card traffic now via Apple Pay, with 99%
of payments successfully transacted

#BCA2025

In Partnershipwith R::Itster

WINNER

DEBT COLLECTION AGENCY AWARD
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ARC — Digital Engagement Stats

Digital Convenience

-

41%

Digital Activity
from our customers

\

o

19%

Online Payments

/

/

65%

Transacted via
Apple Pay

\
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Human Expertise
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49%

Payments made to Agent
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16.7%

Digital Arrangements
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QA Score
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17%

Call Success Rate

Outbound = Promise to Pay
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7127

Clever Nelly Agent
Competency Score
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Digital Communication Journey
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Hello Neil, we have sent you
an important letter regarding
your account with XXXXXX.
Please click this secure link to
view it. https://mail.arc.uk

wil vodafone UK 4G m2 “3mm

sms.arceuropeltd.co.uk ¢

L
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Hi Mr Neil Staughton

We have some important information about your
account to share with you,

Before proceeding to share this information, you
will need to confirm a few security questions.

Please confirm below by selecting YES, that you
are Mr Neil Staughton.

e

ARC (Europe) Ltd. registration details

ol vodatone UK 4G 1:12 <4 ..

sms.arceuropeltd.co.uk ¢
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Security Check

For security purposes please confirm your date of
birth and postcode below, then press confirm,

wll vodafone UK 4G 11:14 + % )

@ sms.arceuropeltd.co.uk @
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Your Balance

You currently have an outstanding balance of
£150.00 on your account.

Enter the amount you want to pay.

£| 150.00

) 1 confirm that this payment is affordable
to me and will not impact upon my priority
bills.

Pay by instalments

< hh m o
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L4 ARC Europe Ltd.

Please fill out the form below to start
chatting with the next available agent.

Name
Email
Phone

Reference Number

Close Start Chat

h m o
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Web Portal for Customers to Self-Serve
www.arceuropeltd.co.uk

My Dashboard Easy Budget Calculator PAY NOW

Currently showing details for ARC reference 1613161 (Test BatchesLtd) V¥

Outstanding Balance AT O Re Pl £61.20
payment Plan :
£238.80 Fag

® Inactive

@
\L/_/ Transactions VIEW Outstanding Balance

Customer Help Are your details up to date? @& eoir Pay your::‘I:;\ce in full
; Name
We are committed to working with you, our John Clarke z
customers, to understand your circumstances =
and to work together to agree solutions that J
are sustainable. Please visit our Help Centre Email _9 C
for details on dhiten@gmail.com
W4 e <4 ° Live Chat
W Hon o Pay Mobile Landline .
/ Help Information 07545388953 You may be eligible for a
discount :
\/ Free Debt Advice Hello, thank you for visiting our website.
Address How can | help you?
 How 1o Make a Complaint Kent House
Churchfield Road
v/ Consumer Advice Walton On Thames
Surrey

KT122TU
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Webchat

www.arceuropeltd.co.uk
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Here to help you
resolve your debt

We work with you to resolve your balance and get your
finances back in order.

Payment options

e Need help?

L) (03 Calluson
£ ChatNow %

R0 01932 251000*

Enter your message =



Cycle Letter 1

% Initial Re-engagement
% First, low-pressure contact for returned vulnerable cases

% Supportive, non-judgemental tone designed to encourage
engagement

Invites disclosure of changed circumstances or support
needs

% Readability score: 77.74 (“Easy”)
Plain English, clear structure, minimal cognitive load

Establishes trust and sets the tone for proportionate, needs-
led engagement
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Mrs Test Customer
1Test Road

Test Town

Test County

ABI2 ZCD

Dear brs Customer,
Why you are hearing from us

Wi understand that it may have been some time since you were [
contacted about this account. Because of this, things may have chaly
for you.

Santander has appointed us to get in touch, listen, and
help you move forward.

There is no expectation that everything can be resolfe
first step is simply a conversation. We have a demn
see how we can help you.

We understand

R income, or other
you, not judge.

To help us undebgtans] how best to suppdrt you, phedse get in touch. We
g your ability to manage this

fa you towards free debt advice
services. (Information aRout{hes ces are also on our website).
How to get in touch

You can choose the way that suits you best:

*  Manage your account online - register on our website
wawnsLarceuropeltd.couk using your reference 1234567 to complete
an income and expenditure form to weork out how much you can
afford to pay.

*  Speak toour team by phone on 01932 251090 or live ehat on our
website. We can take things step by step and explain things clearly.

What happens if you don't contact us
If we don't hear from you, we'll still try to get in touch. But the best way
forward is to talk to us early - we want to support you in finding a

manageable solution

Yours <<Salutationsss,
ARC [Europe] Ltd.

Contact Us
Fos Live Chat

k. e arceuropelid.co.uk

\".: Call Us
1932 251090

Q Email Us
CUSTOMEerSicD

e e el ) i Ka e R T 4

1January
Regarding

Sartander
Account number

Balance due
£1,100.00

Pay Online

Manage your account online
24/7 at:
www_arceuropeltd.co.uk

' Make a secure payment
v Setup a payment plan

v Complete an Income and
expenditure form

v View your balance and payment
histary

Hew! You can now pay using
Apple Pay or Google Pay

&Pay | (G Pay)

Use the QR

code to Eu E
quickly b i

AcCess your
account! E

¢
“NCsa

Begmtered Office Kent Hewuse, Crorchfiekd Bosd, Wakon-On-Themes, Surey, K712 2TU. Beghtersd in Ergland Mo 4712568 Austior ted and Begulited by
tha Pirancl Conduct Butbonky - permisans nomber TBIT Marmber of the Sredit Senioe Sasaciabion
Ealts iy b reeorced for trainieeg and quality purposes

LOSPETT YEaD
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Cycle Letter 2

— Follow-up Engagement

Second written contact where no response has been
received

Reinforces support, options and willingness to listen
Clear explanation of what happens next, without threat
or escalation

Encourages engagement whether circumstances have
changed or not

% Promotes affordable repayment planning and
completion of an I&E

% Signposts free, independent debt advice and additional
support

% Maintains a calm, proportionate tone to avoid
disengagement

Iy
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Mrs Test Customer
1Test Road

Test Town

Test County

ABTZ 3CD

We're checking in to see how you're getting on
Dear <=<Dear>=,

We recently wrote to you about your account, which Santal
has asked us to manage on their behalf. We understand tha
can be difficult, and we want to work with you to resclve the
outstanding balance of £1,J00.00 on your account. But we &8n”
do this without hearing from you.

What should | do next?
Talk to us

to find a way forwya

Set up a paj

make sure the pay

elts are affopdalple for you. Once completed
you can choose to pey B

fit or debit card.

Struggling to pay?
If you're having financial S#Ftulties or other challenges that we are
not aware of which make it hard to manage payments, pleases et
us know. Thasea things matter, and we can take them into account
when discussing your account. We can also talk you through
flexible options to make things easier for you or guide you to free,
independent debt advice services. You'll find more details about
these services on the back of this letter and on our website.

What happens if you don't contact us

If we den't hear from you within 10 days, we'll continue trying to
contact you by letter and phone. We're daing this because we want
to understand your situation and help you find a solution - but we
need your help te do that.

Yours <=Salutation==,
ARC (Europe) Ltd.
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Contact Us
5 Live Chat

e WhAAL arceUrapeltd oo uk

Q Call Us
01932 25100

[;Zl Email Us
CLISTOMerSfarCeuroeita oo UK

1January 2026

Regarding
Sartander
Account number
123456780

ference number
7

Balance due
£ 1,100.00

Pay Online

Manage your account anline
24/7 at:

www . arceuropeltd.co.uk

» Make a secure payment
¥ Setup a payment plan

v’ Complete an income and
expenditure form

v View your balance and payment
history

Mew! You can now pay using

Apple Pay or Google Pay
®Pay ‘ @ PayD
Use the QR
code to E ' E
quickly bl i i
access your 5
account! E E

the Frundal Conduct Autbonty - permiasans nuamber TEIT2 Member of the Credit Serice fasccibion

&
c Sa Heguitered Office Kent House, Crorchfield Rosd, Wakon -On-Theme, Surey, KTI0 27U, Regitered in Englind Mo, $306%145 sutfored and Regulibed by
# ‘

Calls miry be recorded for trainieeg and gqual ity purpoes



% arceurope

Outstanding Conduct and Vulnerable Customer Outcomes

Our commitment to vulnerable customers is measured not just in policy, but in outcomes.

12K 9,497 3,300 2.48%

Customers Supported Breathing Space Holds Sustainable Plans Default Rate
Vulnerable customers actively Customers granted protected Breathing Vulnerable customers entered Industry-leading average default rate
supported throughout 2025 Space to stabilise their finances affordable, long-term payment among vulnerable customers
arrangements

"We've proudly partnered with ARC Europe since 2022, building a strong, collaborative relationship to support customers facing financial difficulty. Their team
goes above and beyond, regularly attending training to strengthen agents' skills and confidence in handling debt conversations. By integrating PayPlan support
throughout the customer journey, ARC Europe demonstrates a genuine commitment to positive outcomes. We're proud to work together to reshape the narrative

around debt collection and customer support."

Zoe Townsend — Partnership Development Manager, PayPlan

9, I %%

Customer-First Approach Collaborative Partnerships Sustainable Resolutions

Every interaction is guided by fairness, empathy, and  Working alongside organisations like PayPlan, we Our focus is on long-term financial resilience — not
a commitment to identifying vulnerability early in the embed specialist support directly into the collections  short-term recovery — ensuring customers can
customer journey. process to improve outcomes. maintain plans without further hardship.



Santander Case Study

5.47%

3 Month Liquidation

Highest ever achieved

9.78%

6 Month Liquidation

£153.08

Average
Arrangement Value

98.4%

Account Level
Control Score

W arceurope
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""Although it's early days, the outcomes to date,
paired with conduct and QA scores, are nothing short
of fantastic. Santander haven't onboarded a new DCA
in four years, and the last attempt was so painful that
expectations were cautious — but ARC have
completely transformed that experience. Seamless

onboarding, proactive communication, and excellent
early performance.”

Client Representative — Feb 2025
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Trusted by Customers, Evidenced Publicly

(1
Independent feedback that reflects our culture and conduct in action. "The agent was incredibly kind and patient. They helped me
set up a payment plan I could actually afford."
»
(1
“It’s never ideal having debts but he was incredibly friendly
throughout and helped me set up a plan that means I’'m now
debt free."
b
(1

"I was really worried about calling, but the person I spoke to

was calm and respectful. They made everything so much

easier."

9
(1

Excellent service and
experience!

"They are an incredible company, very understanding and
patient and always willing to help . The agent was super kind,
generous and sorts any problems you have with ease."

ek

4.6 200+

Google Rating Five-Star Reviews

Outstanding public rating score In 2025 alone



What Sets ARC Apart

4

Service and Results to Clients

Reputation for being first to react to change
requests and consistently outperform
competitors on both quality and commercial

outcomes

—

|_|

Proprietary IT Infrastructure

’

Allows us to be agile and specific to our clients

exact requirements without limitations

@

Digital First Approach

Voice, letters, email, SMS, IVR, Live Chat and
web portal providing flexible communication

options, tailored to customer preference

9,

Service Excellence

ARC has never had a FOS finding against the
business since inception. For over 3 years we
have had 0 cases referred to FOS, which we
feel is testament to our exceptional high

standards.
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Exceptional Service to our Clients
Customers

4.5 Google Rating — provided by our satisfied
customers after engagement evidences that we are a

safe pair of hands

Lk
bl
L

Delivering Value to Customers

Clear, effective communication designed to
engage customers positively, prioritising
accessibility and ease of payment through

tailored solutions
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