No matter what, supporting our customers is our number
one priority. This clear purpose underpinned our response
to the Covid-19 pandemic to support customers,
employees and the Scheme proposition.
Delivering for

Our
customers

We understand that for our customers, these have been
challenging times. At the beginning of the pandemic, and
through the national lockdown, customers were given the option
to remain in their current vehicle for an extended period, removing
any worry or concern about needing to renew their lease.
We provided insurance rebates, and, for those with exceptional
financial needs, the option to bring forward payment on their
£600 end of contract Good Condition Bonus immediately.

635k
Customers on
the Scheme

99%

Worry-free motoring
satisfaction rating

For more detail regarding our customers please see page 8

Our
people
The safety and well-being of our employees is paramount. We
took early steps to support and reassure our employees as the
pandemic unfolded and harnessed the resilience built into our
systems infrastructure to rapidly enable home-working.
We invested to support employees in adapting to the new
home-working environments. Our office spaces are Covid
secure, ensuring that where employees need to re-enter the
office they are as safe as possible.

96%

Employee engagement
(measured during
lockdown)

2.3%

Talent retention is high
with regretted attrition
just above 2%

For more detail regarding our people please see page 10

Our
partners
Our Scheme partners are fundamental to ensuring we continue
to provide our customers with the highest levels of service
possible throughout their lease.
We continue to work closely with our partners, and through the
Covid pandemic we’ve provided enhanced levels of flexibility
and support, such as accelerated billing profiles, to assist with
cash flow through these difficult times.

>32,000
Jobs linked to the scheme

£3.2bn
Purchases from
UK dealers

For more detail regarding our partners please see page 12
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Delivering when it matters most

Customers
At the heart of everything we do
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Strategic report

How we listen to
our customers

How that has shaped
our business

What we did
in 2020

Understanding our customers
and their individual needs is
critical to the success and
sustainability of the Scheme.
Twice a year we independently
survey a sample of customers,
seeking formal feedback
across all aspects of the
proposition. Every year we
receive over a million phone
calls from our customers.
Each call is different and is
handled personally by our
team of experts, and through
our speech analytics, we are
able to enhance our immediate
understanding of customer
needs and adapt to any
changing requirements.

The feedback we receive from
customers, through a wide
range of interactions, enables
us to adapt to the constantly
changing environment, and
crucially make the Scheme
work better for our customers.
We regularly review all aspects
of the Scheme proposition,
ensuring that we continue
to provide a universally
accessible offering to all
recipients of a qualifying
mobility allowance, while
meeting the specific needs
of each customer.

Through the Covid pandemic,
we understood that for many
customers moving into a new
vehicle may have not been
possible. We automatically
extended leases, giving our
customers the opportunity to
align the collection of a new
vehicle with their individual
circumstances. We also
successfully opened our
Edinburgh office in September
this year, providing additional
resource for extending
opening hours, underpinning
our service levels.

44%
Cheaper
than market
alternatives

99%

Worry-Free
motoring
satisfaction rating

motabilityoperations.co.uk  9

People

Passionate about our purpose
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How we listen to
our people
Our people and our culture
are fundamental to the
continued success of the
business. Every year we
conduct an independent
engagement survey of
all employees, alongside
pulse surveys and regular
121 meetings. We also have
a designated Non-Executive
Director to engage with
employees and ensure the
employee perspective is
considered in decision
making across all levels of
the business.

Strategic report

Listening to our people

How that has shaped
our business

What we did
in 2020

We continue to demonstrate
excellent levels of engagement,
consistently outperforming
the High Performing
Organisations (HPO)
benchmark. This year we saw
a 91% response rate to the
survey, in itself reflective of
our high levels of engagement
given the survey coincided
with the beginning of the
Covid-19 lockdown period.
We also received our highest
ever scores for Engagement,
Our Values, Leadership,
Customer Focus, and
Supportive Culture.

Our strong business culture,
evidenced through the
commitment and resilience
of our employees, was key as
we responded to the challenges
presented by Covid-19.
Regular communication
and support measures have
helped employees cope
with the new pressures
and challenges they faced.
By staying connected with
our employees we can better
understand any additional
support or reassurance
required. Employee feedback
has been overwhelmingly
positive in terms of the
communication and
support provided.

In early 2020, I was appointed designated Independent
Non-Executive Director to engage with employees.
The role is to ensure that the employee perspective,
as a key stakeholder, is brought to the Board and
that any decision that may affect them is evaluated
by the Board and steps to mitigate any adverse
impact considered.
We’ve held two meetings with employees so far, the
latter being remote due to Covid-19. Feedback on the
period of lockdown has been overwhelmingly positive:
pride in the organisation’s approach and appreciation
that well-being and safety have been a priority.
Timely and clear communication meant concerns were
allayed. The changes have meant there is an appetite
for remote working to feature as a mainstay and, going
forward, exploration of other new ways of working.
There’s engagement and discussion about strategy
and innovation, in anticipation of the appointment of
Andrew Miller as CEO in January 2021.
I’ve enjoyed my first year in this engagement role
and I’m keen to continue to develop an engaging
relationship in which employees can openly share
their views and experiences.

Simon Minty
Independent Non-Executive Director
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Partners

Critical to providing great service
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Strategic report

What we did
in 2020

We understand that
our partners are key to
ensuring our customers
receive the best service
possible. We proactively
engage with our partners
across all levels of the
proposition, ensuring positive
collaboration to deliver what
is best for our customers.
We recognise the importance
of nurturing sustainable
supplier relationships.

Working with our partners we
have developed a ‘one stop
shop’ service, to ensure that
customers have a seamless
experience throughout their
lease. From collecting a
new vehicle, to service,
maintenance, insurance and
repair. We work closely with
our partners to ensure our
customers can continue with
their day to day lives when
their vehicle is off the road.
We continue to improve our
disability expertise, and have
recently partnered with a
specialised taxi company to
ensure that we can keep all
customers mobile.

We recognise this year has
been a challenge for most,
and our Scheme partners
have been no exception.
The robust relationships
we’ve built with our partners
ensured that we could
negotiate the challenges
of a national lockdown.
Keeping customers mobile
has been a priority and we
have worked closely with
our supplier network to
ensure the provision of a
consistently high level of
service for our customers.

“Excellent”
KPI scores
across all
partners
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How that has shaped
our business
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