
Cost of living consumer credit data collection 
Frequently Asked Questions 

This document covers the most common questions you may have about the information 

request. The information request also contains specific guidance for questions as you go 

through it. 

The FAQs are split into three sections: 

A. About the information being requested 
B. Completing the request 
C. Points to consider when answering questions 

IMPORTANT: Any guidance provided is in respect of the provision of the data for this 

data request only. It is intended to assist firms to submit information based on how 

the firm currently records data. This document does not replace or add to any rules 

or guidance issued by the FCA regarding the recording or reporting of data and is 

only relevant in respect of this data request. 

Please answer the information request based on your firm’s internal reporting dates, we do not 

expect firms to spend time calibrating to specific dates.  For example, when it refers to a 

period then please use data reported at the end of the period recorded by the firm (so if this is 

28th of the month or the last calendar day of the month, either is acceptable). 

A. About the information request 

1. Why is the FCA requesting this information? Why don’t you have this information 

already? 

We have a gap in the data we receive from our consumer credit firms which makes it harder to 

effectively assess, monitor and identify key harms emerging from the cost of living crisis. 

2. How many firms are taking part? How did you select them? 
There are around 600 firms taking part providing data either on a monthly or quarterly basis. 
Firms were selected based on the amount of regulated consumer credit activity they are 

involved in. 

3. Have you sent the request to all firms? 

No, firms were selected based on the type and amount of regulated consumer credit activity 

they are involved in. 

4. What is the deadline for providing the information? 
This is 10 working days from the date the request is sent but we may be able to grant a short 

extension in extenuating circumstances. 

5. I won’t be able to submit the information by the deadline specified. What should I 

do? 
If you are not able to provide the information by the deadline, please contact our Supervision 

Hub on 0300 500 0597 from the UK or +44 207 066 100 from abroad, or via email at 

firm.queries@fca.org.uk. We may be able to agree a short extension. 
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6. Is this information mandatory to provide? 

Whilst we are not seeking this information under our formal information gathering powers, we 

expect firms to provide it. We would remind firms of their obligations under Principle 11 to deal 

with their regulators in an open and cooperative way. If firms do not respond to our 

information request, we may contact them to understand the reasons for this. 

7. What happens if my firm does not respond? 
Supervision may contact you to find out whether you are having any difficulties completing the 

request. In some cases, we may choose to use the FCA’s statutory powers to require that you 

provide this information. We encourage firms to contact us if they have any concerns 

completing the request. 

8. Is this a one-off exercise? Will you be sending the request to more firms over 

time? 

This will be a regular request for the time being. The frequency will be detailed in the initial 

request we send to firms. It is possible we will include more firms at a later date, but we would 

inform firms ahead of sending any requests. 

9. My firm has already/recently received questions on the areas covered in the 

information request from another area of the FCA and I’ve now received this 

request. Do I need to answer both sets of questions? 

Yes. It is unlikely that your firm will have received a recent request for similar information as 

we coordinate our work to avoid unnecessarily burdening firms. If you have, we still expect 

you to complete this request as it contains specific information to allow us to monitor the cost 

of living impact. 

If you have any concerns regarding timescales to provide this information, please do not 

hesitate to contact our Supervision Hub on 0300 500 0597 from the UK or +44 207 066 100 

from abroad, or via email at firm.queries@fca.org.uk. 

10. How does this information request link to other requests that have been sent out 

by the FCA? 

It is unlikely that your firm will have received a recent request for similar information as we 

coordinate our work to avoid unnecessarily burdening firms. 

11. Do you not already have the answers to these questions from data you already 

hold, for example from firms’ regulatory returns? 

The current regulatory returns do not provide this information in a way which allows us to 

effectively assess, monitor and identify key harms emerging from the rising cost of living. 

12. Will you cross-check the answers with the data you already hold, for example 

from my firm’s regulatory returns? 

We use our data to supervise the financial services market and we will ensure a consistent and 

coherent approach. We will use the data we receive from this request in addition to the data in 

our regulatory systems to inform our view of firms. 

13. Are the answers firms provide confidential? 

We understand you may have concerns about confidentiality. The information will be treated 

as confidential under Section 348 of FSMA, as per our legislative obligation. This means that 

the FCA are prohibited from disclosing confidential information unless: 

• the information is already lawfully publicly available 
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• we have the consent of the person who provided the information and, if different, the 

person to whom it relates 

• the information is published in such a way that it is not attributable to a particular person 

(for example, if it is anonymised or aggregated), or there is a ‘gateway’ permitting this 

disclosure. 

Personal Data 
Our privacy notice can be found on our website where you can find out more about your rights 
and in particular, our use of personal data in respect of this request. The webpage outlines the 

basis for this work which is being carried out in the public interest to allow us to undertake our 

statutory functions. We may share the data with the Prudential Regulation Authority.   

14. How will my firm’s information be stored? 
We will store the information securely and in line with our published data strategy. 
Our retention policy sets out how long we hold all information, including any personal data 

used for each of the areas mentioned in this privacy notice. 

15. Will you publish the findings? 

We may decide to publicise certain data from the request in aggregate as part of our 

Supervision work, but we will ensure that no individual firms can be identified from the 

aggregated data. Individual firm responses will be kept confidential according to our statutory 

obligations. 

B. Completing the information request 

16. Who should I contact if I have any questions about the information request? 

If you have any additional questions not answered here or in the guidance, you can contact 

our Supervision Hub on 0300 500 0597 from the UK or +44 207 066 100 from abroad, or 

via email at firm.queries@fca.org.uk. 

17. Can answers be saved part way through and is it possible to return to complete 

the request in another session? 

You can partially complete the request and your answers will be saved.  You can return to the 

request later using your unique link. 

Once the “Submit” button has been selected, the information will be locked. If you need to 

make any further changes after submission, please contact our Supervision Hub to ask for it to 

be re-opened. You can contact the Supervision Hub on 0300 500 0597 from the UK or +44 

207 066 100 from abroad, or via email at firm.queries@fca.org.uk. 

18. How did you determine who in the firm the request is sent to? 
We are using the contact details we hold for your firm on our systems or where firms provided 

this separately. For details of our privacy policy, please visit https://www.fca.org.uk/privacy. 

As this is an ongoing request, we are happy to send it to another email address. Please contact 

our Supervision Hub on 0300 500 0597 from the UK or +44 207 066 100 from abroad, and 

they will go through the necessary security checks. 

19. Can anyone submit the request on behalf of a firm? 

Yes, if you want someone else at your firm to answer the request, or a third party (such as a 

consultant) who works on your behalf, then you can forward the email/link to them. 
Otherwise, you should keep the link secure as it is specific to your firm. 
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20. Do I need to complete if my firm is no longer lending?  

Yes, firms will be asked for information on existing customers (sometimes referred to as 

backbooks) as well as any new lending activities.  If the firm is no longer lending to new 

customers, firms can input ‘zero’ or ‘null’ values as appropriate to any questions relating to 

new lending activities and the request will move onto information around existing customers.  

If your firm has outsourced the management of your firm’s existing customers or backbook, 

you will still be required to answer the request. If you want a third party to answer information 

on your behalf, then you can forward the email/link to them to complete the relevant sections. 

21.Why do I have to provide the information by product type, can’t I just complete 

all under one request? 

We wish to monitor the cost of living crisis at a product type level to understand whether 

consumers of certain product types are having particular issues. 

22. What should I do if my link does not work? 
You can request a new link by contacting our Supervision Hub on 0300 500 0597 from the 

UK or +44 207 066 100 from abroad, or via email at firm.queries@fca.org.uk. 

23. Will you contact my firm after we have submitted the information? 

We will not send you an email to confirm we have received your submission (this will be 

confirmed on the Qualtrics page once submitted). We may contact you should we need further 

information or clarification. 

24. Can I get a copy of my answers (when using Qualtrics)? 
On submission, a summary of your responses will be provided for your records, please click 

'download PDF' to download a copy of your response. You will not be able to return after 

submission. 

25. If my firm carries out regulated and unregulated business how should I answer? 
We are interested in your firm’s regulated activities. All questions will relate to these unless 

explicitly stated otherwise e.g. in relation to your firm’s financials, or limited information in 

relation to certain types of exempt agreements. 

26. Should my firm include information relating to regulated consumer credit lending 

or regulated consumer hire which are for business purposes? 
If possible, firms should not include information relating to regulated consumer credit 

agreements or regulated consumer hire agreements which are entered into by the borrower or 

hirer wholly or predominantly for the purposes of a business carried on, or intended to be 

carried on, by the borrower or hirer. 

Additional work should not be carried out by your firm to identify these agreements. If 
particular brands or products offered by your firm include agreements used by borrowers and 

hirers for both personal and business use, and these cannot be easily disaggregated, your firm 

should make a judgment on whether to include or exclude these brands or products. 

27. If my firm is part of a group, how should I answer the questions? 
Please give answers specific to your firm only, not any group firms. If there is more than one 

regulated entity within the group they may also separately receive the request for completion. 

If some questions relate to items only recorded at group level then please contact us in the 

first instance. This applies to all questions in this request. 
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C. Points to consider when answering questions 

28. Questions which you are unable to answer 
You should attempt to complete all parts of the request. If you are unable to answer any 
question, or part of a question, these should be left blank. A value of zero should only be 

entered if this accurately reflects your firms answer to a question. 

In most tables there is an option which can be used to record values which could not be 

categorised as requested in the question. 

29. Keying number values 

When you are keying number values please complete in full. They should not be truncated to 

indicate thousands, or millions. 

Do not add in a comma or currency symbol. For example, one thousand pounds should be 

keyed as 1000 (not £1,000 or 1k).  Adding in non-numerical data may result in error 

messages. 

30. Negative numbers 

All numbers should be positive. The only exception to this is for any question which requests a 

non-zero value to be reported as a negative. In those cases, please use the negative (-) 

symbol when keying the amount. For example, where we ask for a repayment value, we may 

ask this to be reported as a negative value. If your firm is expecting repayments of one 

thousand pounds, this should be keyed as -1000. Where this is required, the question will 

specifically request it. 

31. Currency values 
All currency values should be reported in British pound sterling. 

Page 5 of 5 




