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We're here to provide our customers
access to affordable, worry-free mobility.

Motability Operations was established in
1978 to deliver the Motability Scheme,
under contract to Motability the national
charity (which is responsible for oversight
of the Scheme). We provide mobility to

almost 635,000 customers with a wide
range of different disabilities, providing
an opportunity to achieve freedom

and independence.

As we do not pay shareholder dividends
we can focus purely on delivering for

our customers, with profits available

for reinvestment to support their current
and future needs. In addition, we may
also donate to Motability (the Charity)
supporting their broader aim to enhance
the lives of disabled people with
transportation solutions.

Highlights 2020

£150m

Reported profit after tax

97%

Overall customer satisfaction
(independently measured)

96%

Employee engagement:
11pts higher than the 'High
Performing Organisations’
benchmark (independently
measured)

A1/A

Credit rating with
stable outlooks

91%

Customer renewal rate
at the end of a lease

299

Minimum number of models
available to the customer

throughout the year costing
no more than the allowance



Delivering when
It matters most

Our
customers

We're here for our customers
when they need us. We're
proud to have remained fully
operational throughout this
challenging year, offering
increased flexibility and
support when our customers
have needed it most.

See more on page 8

Our
people

Looking after the health and
well-being of our employees
always will be a top priority.

See more on page 10

Our
partners

Working ever more closely
with our partners, through
challenging times, to ensure
our customers continue to
receive the highest levels
of service.

See more on page 12

Response to Covid-19

Motability Operations is, by design, a financially and
operationally robust business. Our priority through the Covid-19
pandemic has been the continued mobility and welfare of our
customers, the safety and well-being of our employees, and
continuing to work closely with our Scheme partners.

motabilityoperations.co.uk
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Explaining the Scheme

How we deliver the Scheme

We provide mobility to 635,000 customers, all of whom
are in receipt of the Government’s mobility allowance.
Through integration of manufacturers, dealers and other
suppliers, we deliver customers with worry-free,
affordable mobility to meet their individual needs.

Motability (the Charity’s) role The Government’s role

Motability sets the strategic policies and

direction of the Scheme Mobility allowance

For more detail regarding Motability's role,

please see page 4 Government decides who should receive mobility

allowances. Thereafter customers may choose to
use their mobility allowance to lease a car,
powered wheelchair or scooter

v
Motability Operations’ role
.................................................... Funding
Suppliers In operating the Scheme, we are required
Provide servicing, breakdown . to source the financing of our £7.5bn
assistance, insurance, and tyre vehicle fleet. Our capital reserves are fully
and windscreen replacement : reinvested into our fleet; this reduces the

amount we have to borrow and therefore
the cost of customer leases. The balance
of our financing is provided by debt in the
form of bonds issued in the debt capital
markets and bank facilities.

Scheme customers Delivering the Scheme End of lease Remarketing

As we do not pay shareholder Cars, powered wheelchairs At the end of lease (typically Used cars are resold into the
dividends we can focus purely  and scooters are delivered three years), vehicles are used-car market through our
on delivering affordable and through partnerships with returned to us. More than market-leading online
worry-free mobility through manufacturers, dealers 91% of customers choose channel ‘mfldirect’ and our

a wide choice of vehicle and other suppliers to renew their lease national auction programme

solutions to meet individual
customer needs
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How we protect the Scheme

As operators of the Motability Scheme, we bear a
number of significant risks which could, if not carefully
managed, undermine the long-term sustainability of the

customer proposition.

Scheme customers

Protecting the Scheme

Risk

Our biggest single risk relates to the value of used cars when
they are returned to us by customers at the end of their lease;
this residual value is something we have to forecast three to
five years in advance. Lease prices are fixed therefore
customers are not exposed to this risk.

We also bear a number of other significant risks which are
covered in detail in our Risk Management section from page 49.

Capital

To protect the Scheme, and so customers, from exposure
to these risks we aim to hold an adequate level
of capital reserves.

We use an externally validated model and approach to
calculate the level of capital we should hold to underpin
the long-term sustainability of the Scheme.

Profitability

We aim to deliver a consistent customer proposition that is
protected from economic downturn or market-specific shocks.

We include a margin in our lease pricing to enable us to
minimise pricing volatility for customers should these events
occur. It means that we can recover financially from such
impacts without needing to increase customer prices.

Reinvestment

To the extent that retained profit exceeds capital requirements,
and following consultation with Motability, any additional profit
can be reinvested into the customer proposition or donated

to Motability.

motabilityoperations.co.uk
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= Motability-thie Charity

Motability

The Motability Scheme was established
in 1977 by the late Lord Goodman and
Lord Sterling, with all-party political
support, in order to help disabled people
and their families with their personal
mobility. Motability, the national Charity,
oversees the Scheme, which Motability
Operations delivers under contract.

-
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Motability update

In June 2020, Lord Sterling stood down as
Chairman of the Charity after more than

40 years' service. As co-founder, with the late Lord
Goodman, Lord Sterling has shaped and directed
Motability and the Scheme since its inception.

Motability welcomed its new chairman, Charles
Manby MBE, who had joined the Governing Board
in September 2019. Charles joins the Charity
following a distinguished career in the business
world having previously worked at Goldman Sachs
International for 27 years from which he retired

in 2017.
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The Motability Scheme enables disabled people to use their
higher rate mobility allowances to lease a car, powered
wheelchair or scooter. Motability's Trustees are duty bound by
Royal Charter to ensure that the Scheme is run in the best
interests of disabled people, and to protect the Scheme’s
sustainability and reputation.

Motability, the Charity, has been responsible, since the
Scheme’s foundation, for securing support from the
Government and disabled people, and overseeing the Scheme
to ensure that it is dedicated to the interests of disabled
people, provides access to a wide choice of vehicles, remains
sustainable and provides excellent service and value for money.

Motability sets the strategic direction and high-level policies for
the Scheme in consultation with Motability Operations, which is,
through an Agreement, contracted to provide the services
required to deliver the Scheme and is responsible for its day to
day operation, including responsibility for managing the
commercial risks, raising the funding required to finance the
fleet of vehicles and delivering a sustainable and affordable
proposition for the Scheme’s disabled customers.

Motability, the Charity

Further detail regarding Motability’s oversight
responsibilities and the charity’s wider role and
objectives can be found in Motability’s Annual
Report and Accounts:

www.motability.org.uk/Motability_Annual_Report.pdf

motabilityoperations.co.uk
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Our business model

Focused on our stakeholders

Our objectives underpin the core Scheme proposition,
ensuring that through our people and our partners, we
meet the needs of today’s and tomorrow’s customers.

Universal
service offering -~

Sustainability

Value

Efficiency for money

Our objectives

Excellent p Worry-free
customer service mobility

Affordable
choice

How we add value

Our Our
customers

Our

people partners

» We aim to deliver value and an

excellent service for customers
by providing an affordable,
consistent, worry-free leasing
proposition which is universally
available across the UK.

» Our proposition is delivered

in a sustainable manner to
ensure that we meet the

needs of today’s and
tomorrow’s customers.

« The way we work is central to

delivering and meeting the
needs of our customers.

» Our employees believe

passionately in what we do,
underpinned by a strong and
supportive culture.

» We aim to recruit and retain the

talent needed to maintain our
strong performance over
the long term.

Motability Operations Group plc | Annual Report and Accounts 2020

» Working with our key partners

we provide worry-free mobility
offering: servicing, breakdown

assistance, insurance, tyre and
windscreen replacement.

* We have developed strategic

relationships with mainstream
car manufacturers and support
specialist training across the UK
dealership network.



Delivering when it matters most

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.

° For more detail regarding our customers please see page 8

635k

Customers on
the Scheme

99%

Worry-free motoring
satisfaction rating

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.

c 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.

c For more detail regarding our partners please see page 12

96%

Employee engagement
(measured during
lockdown)

2.3%

Talent retention is high
with regretted attrition

just above 2%

Jobs linked to the scheme

£3.2bn

Purchases from
UK dealers

motabilityoperations.co.uk
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Customers

At the heart of everything we do
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How we listen to
our customers

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.

How that has shaped
our business

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.

What we did
in 2020

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.

uodal 218918418

44%

Cheaper
than market
alternatives

9%

Worry-Free
motoring
satisfaction rating

motabilityoperations.co.uk
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Peopl

Passionate about our purpose

10
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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.



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.

motabilityoperations.co.uk
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Critical to providing great service
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How we listen to
our partners

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.

How that has shaped
our business

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.

”

What we did
in 2020

We recognise this year has
been a challenge for most,

and our Scheme partners

“Excellent
KPI scores
across all
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.

motabilityoperations.co.uk
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Chairman’s statement

Protecting our customers and people

él

A strong performance and
support for customers during
a uniquely difficult year.

124

Rt. Hon. Sir Stephen O'Brien KBE
Chairman

94.4%

National Institute
of Customer Service
rating - the highest
in the financial
services sector

As with every business across the United Kingdom, 2020 has
been a uniquely challenging year for Motability Operations
Group plc. The national emergency caused by Covid-19, and the
necessary range of social, health and economic restrictions and
lockdown placed on our customers (many of whom are in the
most vulnerable categories of risk from the virus) and their
families, to stem transmission of this deadly pandemic, have
created significant challenges. These challenges have also been
felt by our business partners, stakeholders and, not least, our
own people throughout Motability Operations, and the situation
shows little sign of abating well into next year.

In this difficult UK-wide context, | am pleased to report that
Motability Operations has more than risen to the test. | pay
tribute to colleagues - many while working from home for
extended periods - who have maintained the highest levels of
customer service, under significant and unfamiliar constraints.

As we went into lockdown in spring 2020, we took decisive
action to protect customers, automatically extending leases
which were coming to their scheduled end thereby keeping
customers mobile. All customers received an insurance refund
of £50 and we accelerated payment of the £600 Good Condition
Bonus to those customers in need who requested it.

After months of dealer closures and disruption, as the lockdown
measures were eased the Scheme took a phased approach to
reopening for applications. Handovers for customers who had
ordered a vehicle before lockdown resumed immediately,
quickly followed by new orders from existing customers.

We were able to resume new orders from the beginning of June
and the Scheme was reopened to new customers in July. With
restrictions in place across the UK, things are some way from
getting back to normal, but I am pleased that customers can
once again choose an affordable new car from a range of
around 2,000 makes and models. Many dealers are able to
continue processing applications safely while in line with

local restrictions.

In spite of this unprecedented and unpredicted severe
disruption, it is to the credit of all who work in Motability
Operations that the Group has delivered another year of strong
results, from maintaining top levels of customer satisfaction,
to a solid financial outturn. Alongside that work, we have
continued to respond in a positive and constructive way to the
political scrutiny resulting from a joint enquiry by the Treasury
and Work and Pensions Parliamentary Select Committees in
2018. And we have continued to engage with the National Audit
Office (NAO) in its review of the Motability Scheme, with
previous recommendations having been implemented.

Customer service remains key to our business. Despite the
lockdown and continuing restrictions, satisfaction levels were
97% in the independent (CSI) survey of customers, carried out in
April 2020. Similarly, the National Institute of Customer Service
survey gave our services a satisfaction score of 94.4%, and we
remained the highest performer with the highest rating in our
sector (financial services).

Our financial strength this year has enabled us to spend
substantial sums on direct support for customers. In addition to
the lockdown support, we continued to invest directly in
additional support for customers, including subsidies for
adaptations and Wheelchair Accessible Vehicles, and providing
mobility to assist customers who are temporarily in hospital.
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“I am pleased to say that Motability Operations has
more than risen to the test. | pay tribute to colleagues
who have maintained high levels of customer service,

under severe constraints.”

Our services would not be possible without the commitment
and support of key business partners, including Royal &
SunAlliance Insurance (RSA), RAC and Kwik Fit, and the leading
car manufacturers and dealers. This year has seen us working
ever more closely with these partners to provide support for
customers, especially through the challenges of Covid-19. More
than 4,500 dealers provide front line services for customers,
and despite the lockdown and restrictions, we have continued
to provide high quality training for Motability specialists
through switching to online platforms.

With the Government’s programme of welfare reform in its final
stages, more than two thirds of our customers now qualify for
the Motability Scheme through Personal Independence Payment
(PIP). The different criteria through which PIP is assessed have
led to a greater volume of customers with mental health or
neurological issues. The impacts of the pandemic will also have
added to the day-to-day pressures on many of our customers.
With these factors in mind, targeted coaching and training, help
Motability Operations’ teams provide the highest levels of
support across all customer groups, with much of this support,
of necessity, carried out through online channels this year.

The year’'s unprecedented economic pressures made it harder
to predict vehicle values. While the financial position of the
company remains strong, we are fully cognisant of the range of
variables which could affect future financial performance and
subsequently impact the predictability and sustainability of
proposition that our customers need.

Along with the continuing Covid-19 impact, these include
uncertainties around the economic impact of Brexit; the
continuing effect of wider environmental issues; the stresses
relating to the used-car market and its expected volatility; and
the further anticipated decline in demand for diesel vehicles.
Given this backdrop, the size of the business’s capital reserves
must be kept at a level sufficient to ensure our continued
operation, and the scale of shock experienced through 2020 has
underlined the critical importance of our prudent position in
protecting customers.

Risk therefore continues to be a key focus. A consultative
assessment of risks is undertaken to balance mitigating steps
with the interests of the stability of the Scheme. Customers are
often uniquely reliant on the Scheme, so we plan rigorously to
ensure they are best protected in the face of the inevitable risks
and changes of context in which we operate. Motability
Operations has recognised the potential for some of its capital
to be used in embracing the needs of the wider group of people
living with a disability through charitable support. This forms
part of our ongoing discussions with Motability (the Charity),

in their oversight role. However, the primary purpose of these
reserves is to provide a “shock absorber” against a substantial
fall in used-car values, or other risks which could threaten the
sustainability of the Scheme. These capital reserves are used
actively in meeting over a third of our total funding requirement;
they are not held as cash, but invested in the car fleet.

While we can feel fulfilled by the transformative impact of what
our business achieves, we also recognise the expectation by our
stakeholders that we could increase our transparency. To this
end, we already have enhanced remuneration reporting beyond
our legal and regulatory obligations, and continue to provide
clearer and more detailed accounts, as well as engaging more
directly with key stakeholders through roadshows, briefings,
and on-line. Our activities are delivered through a business
model which works successfully to provide worry-free,
affordable and sustainable leasing services for our customers.
Now that | have had more than a full year as Chairman, | can
testify to the notable universal culture throughout Motability
Operations. | see how all our people at every level are
passionate about successful delivery of these objectives, and
this has been exhibited to an outstanding level this year.

Irrespective of our high customer satisfaction ratings, | am
struck how all our staff, from every part of the organisation,

are always striving to do better for customers, looking for
opportunities to enhance services, and creating better value

- even when working on their own from home over recent months.

Despite the huge impact of Covid-19, we have also made
significant progress on strategic projects through this year,
and in particular, have accelerated our digital roadmap.

This is designed to transform online services to customers,
and harness digital tools to increase flexibility and contact
channels. This year has seen the first online accounts for
customers, as well as the relaunch of our dealer locator tool,
and we look ahead to an ambitious programme of further
development through 2021.

Although the refurbishment programme experienced some
disruption, we were able to open our offices, and welcome new
colleagues in Edinburgh this year. Our Edinburgh office provides
extended operational capability for customer services as well
as the capacity to support some of the customer base growth
we expect in the coming years.

Our culture is the bedrock for performance, and we regularly
benchmark our employee engagement against UK and global
High Performing Organisations. This year we were pleased to
see every division out-performing high performing businesses
across every category, with improvements in many areas.

We are committed to becoming a fully inclusive organisation
and during the year, built on a range of initiatives including
engagement with our diversity groups, and developed new
approaches to working practices, some accelerated by the need
to move our operation out of the offices during lockdown.

motabilityoperations.co.uk 15
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Chairman'’s statement continued

“Despite the huge impact of
Covid-19, we have also
made significant progress
on strategic projects
through this year, and in
particular, have
accelerated our digital
roadmap.”

While we pay equally for equal roles, in the year 2019/20

we reported a mean gender pay gap of 25.6% (2019: 29.6%).
Although this represents a welcome decrease on the
previous year, this area continues to be a focus for the Board,
management team and throughout Motability Operations.

We are starting to see positive results from the various
initiatives, but recognise that it will take time and continued
commitment to narrow our pay gap significantly.

The working relationship with Motability, the Charity, continues
to be extremely strong. Everyone at Motability Operations will
join me in paying the strongest of tributes to Lord Sterling,
who retired as Chairman of the Charity in June after more than
40 years’ service. As co-founder, with the late Lord Goodman,
Lord Sterling has shaped and directed Motability and the
Scheme since its inception. His legacy lives on, under his
successor, Charles Manby MBE, to whom everyone at Motability
Operations extends the warmest of welcomes. The Charity's
oversight role remains an invaluable element in helping the
Company deliver the Scheme to the highest possible standards
for our customers and their families.

This year also saw Mike Betts stand down from the Board on
completing his time as our CEO after 18 years’ service with
Motability Operations. | am grateful that Mike agreed to provide
continued support, on a consultancy basis, to co-ordinate our
Covid-19 response and | speak for everyone at Motability
Operations, past and present, and for all our customers and
stakeholders when | thank Mike and pay full respect for his
inspiring commitment and passion for our business, his skill in
guiding the business through so many changes in its progress to
the success it is today, and above all his outstanding
leadership, under which Motability Operations’ customers and
the Company have thrived. We all look forward to welcoming
our new CEO, Andrew Miller, who is able to join us from January.

In other Board changes, David Smith has retired as Non-Executive
Director, and we thank David for his authoritative contribution
over the years, while welcoming Chris Davies and Simon Amess
to the Board.

In the meantime, the business continues to operate successfully in
the very capable hands of interim CEO, Matthew Hamilton-James.
I would like to thank Matthew for stepping up so expertly

and successfully at such a challenging time for the business,
and also to Gareth Everson who stepped up as Interim

Finance Director.

My thanks also go to the Executive Team and everyone at
Motability Operations who have all worked tirelessly through
these difficult months to deliver such positive outcomes.

This is also a moment to thank all the members of the Board of
Directors who have maintained their strong commitment to our
governance and transparent accountability in ensuring the
continuing strong direction of the Company and its performance
through these challenging times.

Contemplating the year ahead, while the big picture will remain
challenging, | have complete confidence in the desire, drive and
ingenuity of colleagues as they face the future with fresh
thinking and new approaches. As always, our goal is to preserve
worry-free affordability, stability and predictability for those
who rely on our services - all Motability Operations’ people
deserve praise and respect for an outstanding performance
collectively and individually.

N

Rt. Hon. Sir Stephen O'Brien KBE
Chairman
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Chief Executive’s review

Putting customers first

él

We have continued to focus
on delivering great service
to our customers.

124

Matthew Hamilton-James
Interim CEO

Supporting customers through
the pandemic

Supported continuous mobility by offering automatic
lease extensions and increased our investment in hire
car and taxi service provisioning

Provided every customer with a £50 rebate reflecting
a reduction in fleet insurance claims due to lower
national road usage

Option to receive accelerated GCB payments for
customers facing exceptional financial need
Maintained a fully operational contact centre to
respond to unprecedented customer call volumes
Regular information provided to our customers via
the website, emails and social media

Worked with dealers to support customers seeking to
safely collect new vehicles as markets re-opened

This has been an extraordinary year, with a level of challenge
we've never seen before. The response of the business, and in
particular the commitment and resilience of our employees,
working closely with Motability and our wider business partners
has enabled us to keep customers fully supported and mobile
through the initial national lockdown and beyond.

Having taken over the reins as Interim CEO in April, my priority
was always to ensure that we maintained the excellent levels of
service for our customers, to keep up the momentum on the
wide range of projects and initiatives and to ensure that the
Motability Operations is in robust shape, both financially and
operationally, when Andrew Miller joins us in January 2021.
Notwithstanding the unforeseen challenges of the Covid-19
pandemic, thanks to the efforts and dedication of colleagues
across the business, these objectives have been achieved.

Overview

Our business delivers worry-free motoring to over 630,000
disabled customers. Through an affordable leasing proposition,
we aim to empower people to lead more independent lives; in
short, to provide the pathway to everyday freedom that many
others take for granted.

Because our customers rely on the Motability Scheme, we aim
to ensure we sustain a secure financial base, to protect the
Scheme over the long term. Motability Operations is, by design,
a financially and operationally robust business. This provides
reassurance that we are well placed to weather the impacts of
economic and environmental shocks - such as this year’s
lockdowns - and continue to offer our customers access to
affordable, worry-free, mobility.

Customer service is our priority, and we are delighted that this
year, customers have rated our services at 9.7 out of 10, as well
as putting us at the top of the Institute of Customer Services
league table in our financial services sector, ahead of many
familiar household names.

In order to maintain these levels of service, we constantly listen
to customer feedback and recognise that we need to continue
to invest to improve services and to provide wider support for
our customers.

With more than two thirds of our customers now qualifying for
the Scheme through Personal Independence Payment (PIP), we
have experienced different challenges as we support customers
with increasingly diverse needs, including mental health,
psychological and neuro-linguistic conditions. We set out to
make sure that our support and services are structured to
support this breadth of needs.

Ayear in review

Our goals and objectives are centred around four strategic
pillars: to ensure long-term sustainability; to maintain
consistently high levels of customer satisfaction; to provide
value and a wide variety of vehicles at affordable prices; and to
create improved awareness and understanding of the Scheme.

A continued focus on these objectives guided our planning and
approach during the first six months of the year to March 2020
and, as the effects of the pandemic unfolded, was used to
shape our response as we aimed to minimise any adverse
impact felt by our customers.

motabilityoperations.co.uk 17
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Chief Executive's review continued

“Whatever the outside circumstances, customer service
is at the heart of our business, and this has been

another year of strong performance.”

Pre-lockdown

We went into lockdown around the halfway point of our
financial year after what had been a busy six months, with a
strong performance having been delivered across the full range
of targets including customer satisfaction and affordability.

Work had continued on a number of new initiatives, including
good progress on our ambitious programme for enhancing
digital services for customers launching our first customer
online accounts early in 2020. Many more improvements are
planned in the next few years.

From a financial perspective we opened the year in October
2019 with capital reserves in line with the target position and
good liquidity headroom. With trading performance during the
six months to March 2020 ahead of plan, supported by a
buoyant used-car market, this placed us in a robust position
when lockdown measures were introduced on 24 March.

Managing lockdown

With the lockdown measures announced it was critical that we
were both agile and coordinated in our response. Our priority
has been to ensure the safety and well-being of our employees
while continuing to provide an excellent service to our customers.
Given the unprecedented nature of these challenges, the
decision was taken to retain the services of Mike Betts as a
consultant to co-ordinate our Covid-19 response.

Making sure the business remained fully operational has been
critical for customers. We set out to achieve 100% home-working
as quickly as possible. We invested in extra laptops, and rolled
out software that meant employees, including our call centre,
could fully function outside the office. It is testament to the
hard work of colleagues in IT, and resilience of our systems
infrastructure, that we were able to seamlessly make the
transition from an office-based to a home-based organisation
within the space of 48 hours.

With our employees actively working, we have not utilised the
furlough scheme and, as a financially robust business, have not
drawn on any of the wider measures of extraordinary
government financial support.

As a result of this agile response, we have kept our customer
call centre operational throughout, with our customer service
advisers able to respond to customer calls from the outset of the
lockdown, at a time of great uncertainty for many customers.

Of course, maintaining mobility for our customers has been a
top priority. We took an early decision to automatically extend
each lease due to expire, for six months beyond its original end
date. This made things clearer for customers, providing
certainty and removing anxiety, and avoided the practical
obstacles to ordering, when most dealers were closed. We have
helped customers by offering additional flexibility and support,
including allowing additional drivers to be added to Scheme
insurance, and providing taxis where appropriate. Many of
these decisions required us to deploy rapid systems changes.

Fewer cars on the road meant a reduction in insurance claims,
and the projected saving meant we could share a £50 rebate
with every customer, totalling £31.5m. We acted quickly in
mobilising the capability to issue over 630,000 cheques

to customers.

In addition, we have responded to the Financial Conduct
Authority’s guidelines on supporting those facing temporary
financial difficulty, by offering customers early access to the
£600 ‘Good Condition Bonus’ normally paid at the end of a
lease. This has given customers access to cash when they may
need it most, and to date, 14,174 customers have taken
advantage of this accelerated payment.

I'm delighted to say that we have received extremely positive
feedback from customers about the support they have
experienced through these difficult months, whether that was
advice from a call centre adviser; breakdown support from the
RAC; or a supportive dealer handling a repair.

With lockdown restrictions relaxing in June and dealerships
being able to reopen, we were able to recommence customer
applications, and vehicle handovers and returns for existing
customers, with new to Scheme customers able to place new
applications from July.

This led to some exceptional months for application, handover
and used-vehicle sale volumes, reflecting pent-up demand from
the lockdown period. We received a record number of customer
calls in June followed by over 40,000 applications in July. This
inevitably put considerable pressure on our front-line teams
such as the customer call centre, dealer services and vehicle
remarketing, however, | am pleased to report that through the
commitment of our employees and the resilience of our
systems we were able to manage these unprecedented volumes.

The decision to react swiftly as one of the first movers to
recommence activity has not only been good for customers, but
has enabled us to capitalise on the strong demand in the used
car market, and also to access new vehicle stock available in
the UK through the summer months.

Covid-secure office environment

As the government guidance and lockdown measures eased,
this has enabled a partial return of employees to the office; this
has been limited to those whose activities either require a
physical office presence or where home-working is not practical
or effective.

We have taken steps to ensure that the physical office
environment is as Covid-safe as possible with social distancing
measures in place. We have invested in extensive signage,
hand sanitiser stations, touchless technology and regular
cleaning protocols.

For those who continue to work from home we have also placed
considerable focus on ensuring that employees’ health and
both physical and mental well-being supported.
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Whilst, as the path of the pandemic unfolds, it is as yet unclear
when a full return to the office may be possible, we are however
confident that we have the “playbook” to quickly adapt to any
changing national or regional measures. Our learnings from the
full lockdown have demonstrated that we can continue to
operate remotely with our systems and technology providing us
with the flexibility required.

As we emerge from the pandemic we envisage that a more
blended approach to the workplace will endure, with greater
flexibility for employees to make a seamless transition between
home and office working. That said we recognise and value the
importance of face-to-face contact and see the office
environment continuing to play a key role going forwards.

Customer service

Whatever the outside circumstances, customer service is at the
heart of our business, and this has been another year of strong
performance. The independent six-monthly customer CSI survey
rated satisfaction levels at 9.7 out of 10. Ninety-eight per cent of
customers said they would recommend the Scheme to others,
and over 91% chose to renew.

We also benchmark services through the Institute of Customer
Service (ICS). This year the ICS once again recognised our
customer service as the highest in our sector, with an
exceptional score of 94.4%, compared with a sector average
of 79.5%.

Motability Operations’ services are rated particularly positively
for ease of doing business. We appreciate that customers have
complex and changing needs, and we approach each as an
individual, looking to understand the specifics of their
circumstances and requirements.

Customer service advisers are trained to take ownership for the
customer’s issue, respond with empathy, and work flexibly to
address their needs. This supports the resolution of most
customer queries in one call.

With the Government’s programme of Welfare Reform now in its
seventh year, Personal Independence Payment (PIP) recipients
now comprise more than two thirds of our customer base. With
lower levels of Scheme awareness among PIP recipients, it is
more important than ever that information on the Scheme
reaches as many potential customers as possible. To that end,
we launched a trial advertising campaign in selected regions in
September. Initial reaction to the campaign has been very
positive and we will take a view on the merits of rolling it out
more widely across the UK in due course.

“Our close partnership with
disability organisations remains
highly valued. Feedback from these
organisations helps us shape our
services and meet the developing
needs of customers.”

Notwithstanding the unusual circumstances this year, the Scheme
attracted around 58,000 new customers, who chose to use
their allowance to lease a Motability car. Scheme volumes
remained steady during the course of the year, finishing at
around 635,000.

In delivering the Scheme, we work closely with partner
organisations, including RSA, Europcar, RAC and Kwik Fit,

and this has been especially important through the lockdown
restrictions of Covid-19. We continually look to improve
experiences for customers requiring breakdown services or
replacement cars, and further developments to provide a more
seamless support service are in the pipeline as part of our
digital programme.

We continue to receive excellent customer satisfaction scores
from our more than 16,000 powered wheelchair and scooter
customers, with independently measured overall satisfaction
scores of 95% and 91% of customers intending to renew their
lease when their current agreement expires.

In addition, we now have over 29,000 Wheelchair Accessible
Vehicles (WAVs) on the fleet, and over 3,000 ‘Drive from
Wheelchair’ vehicles.

Other initiatives aimed at supporting those with WAVs included
roll out of familiarisation visits, and annual checks, to make
sure customers are comfortable with their vehicle, and the
technical aspects remain sound.

Despite the huge impact of Covid-19, we have also made
significant progress on strategic projects through this year,
and, in particular, have accelerated our digital roadmap.
This is designed to transform online services to customers,
and harness digital tools to increase flexibility and contact
channels. This year has seen the first online accounts for
customers, as well as the relaunch of our dealer locator tool,
and we look ahead to an ambitious programme of further
development through 2021.

We were able also to open our offices, and welcome new
colleagues, in Edinburgh this year. Our Edinburgh office
provides extended operational capability for customer services
as well as capacity to support some of the customer base
growth we expect in coming years.

We work with a network of partners, including around 4,500
dealers, to deliver services to customers. Our objective is to
offer consistently good service across the UK, and we provide
training to help dealers become confident in meeting the needs
of customers with a range of disabilities.

During the year we provided operational and disability
confidence training for several thousand dealer Motability
specialists, all through an online platform which was developed
rapidly to replace our usual classroom environment. We are
currently making plans to ensure that our series of dealer
business briefings, scheduled for early 2021 and normally
attended by more than 3,000 dealer managers and specialists
across the UK, can be delivered through effective digital channels.

motabilityoperations.co.uk 19

1odai 218918018



Chief Executive's review continued
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Our series of summer events, known as One Big Days, normally
provide an opportunity for customers and potential customers
to find out more about adaptations and conversions, and the
Scheme in general. Unfortunately, it has proved impossible to
run these events in 2020 in the context of lockdown restrictions,
although a small-scale event was piloted on social media in
September. We are currently investigating options to deliver
some of the benefits of these events through an online
environment next year.

Our close partnership with disability organisations remains
highly valued, and although we were unable to hold our
Disability Organisations Forum in the summer, more than
70 organisations receive our quarterly newsletter. We have
also established an online Disability Organisations’ panel.
Feedback from these organisations helps us shape our
services and meet the developing needs of customers.

Financial strength

Motability Operations is, by design, a financially and
operationally robust business. The business model has been
built to provide long-term sustainability for the Motability
Scheme and customers, so despite the economic challenges,
we remain secure.

As outlined above, we entered the Covid-19 crisis in good
financial health in terms of trading results, capital and liquidity.
The second half of the financial year has benefitted from a
particularly buoyant used-car market (as seen across the
industry). Having moved quickly to reactivate our operations

in June, we have been able to capitalise on this strong market
demand and consequently this has delivered significant
profitability through our vehicle remarketing operations.

Not unexpectedly this upside is in part offset by additional
depreciation booked against the live fleet following our
year-end fleet revaluation. This revaluation reflects a cautious
outlook in respect of the future value of the current fleet,

with specific overlays for potential Covid-19 and Brexit effects.
These overlays, which will unwind next year if not required,
do not affect lease pricing, but reflect a range of variables
which could affect future financial performance.

Nonetheless we are pleased to report a post-tax profit of
£150m, which is in line with our targeted 1.5% Return on Assets.
We continue to target capital reserves at a 99.99% confidence
level with an additional buffer to protect from cyclical economic
shock. With closing capital reserves of £2,321.5m we are tracking
with appropriate headroom above the targeted position which,
in the context of the uncertainty on the horizon, gives us
confidence as we look ahead. Our credit ratings with Moody’s
and Standard & Poor’s have remained unchanged during the
year at A1and A respectively, both with stable outlooks.

Fleet volumes have remained stable. Rental revenue, assigned
by customers, but collected directly from Government, was not
affected by lockdown and continued to be received, while
customers retained their cars.

Affordability for customers remained stable through the year,
with more than 299 cars available at no more than the
allowance. On average more than 160 cars were priced at less
than the full allowance, allowing customers to keep some
money back. Our investment is not only reflected in headline
pricing; it also means that customers have obtained growing
value from cars on the Scheme over the years. Higher-quality
vehicles, and many additional features, are increasingly
available, either for the allowance alone, or a small advance
payment. Excellent relationships with the major manufacturers
help us maintain choice and affordability.

Our reinsurance captive, managed through a wholly owned
subsidiary MO Reinsurance Ltd (MORL), delivers a highly
effective insurance solution. MORL performed well this year
and made a £31m profit. MORL is fully reserved to cope with
volatility in claims.

Employee engagement

Our people are passionate about our business, and their
engagement is one of our most important measures. We evaluate
this annually through a survey carried out for us by Willis
Towers Watson, which benchmarks Motability Operations
against the UK’s highest-performing companies.

Once again this year we saw all divisions scoring ahead of the
high-performing organisations benchmark in all 11 categories
measured, with improvements made across all areas.

We aim to recruit and retain the talent needed to maintain our
strong performance over the long term, including through our
graduate, scholarship and internship programmes.

We invest in training and development, and plan carefully for
succession. This helps us foster the right people and skills to
determine our long-term success.

We continue to respond to changing expectations and society
developments, with continuing evaluation of our work practices
and office environment, including providing more creative
space, and greater availability of flexible working.
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While we are committed to the retention of office environments
in the longer term, since we see value in face-to-face interactions,

we expect a move towards more blended office and home-working
patterns in future.

We keep employee engagement in our sights at all times, and
act on feedback where we identify need for improvement. One
such area was highlighted by the 2020 gender pay gap review.
While we pay equally for equal roles, we have identified a mean
gender pay gap of 25.6%. Although a welcome improvement on
the year before, we recognise there is work to be done, and we
are committed to addressing this. A range of initiatives will
build on our culture of inclusion, to create supportive
environments for all employees.

Removing barriers

We remain committed to promoting diversity and inclusion in
the workplace and removing barriers where they may exist.
During the year we have made good progress, supported by our
diversity networking groups, and have launched a number of
initiatives and events aimed at improving awareness and
understanding across the business. That said, we recognise that
we are on a journey and we need to evidence this commitment
through tangible actions; more could and should be done.
During the coming months we plan to launch an Equality
Diversity and Inclusion strategy, overseen by a new Equality
Diversity and Inclusion Committee. The committee will help
shape this strategy and also support business in its
implementation.

National Audit Office

We have now implemented both of the recommendations
relating to Motability Operations made in the National Audit
Office’s (NAO) December 2018 report on the Motability Scheme.

The recommendation in relation to greater remuneration
transparency was addressed in the 2019 Annual Report
and Accounts; this continues to be evidenced in this
year's Annual Report, with disclosures going beyond our
statutory requirements.

The NAO also recommended that MO should review its approach
to forecasting residual values. As described in the 2019 Annual
Report, this in-depth review was undertaken last year with
independent third-party support. The review concluded that
MO'’s forecasting approach uses sophisticated techniques, is
robust, fit-for-purpose and aligns to forecasting best practice,
with no evidence of systemic bias that results in either under

or over forecasting. The review did highlight some minor
recommendations which have now been implemented as part
of the ongoing refinement of our reforecasting process.

We have regularly engaged with the NAO to keep them informed
of progress in implementing both recommendations.

Outlook

Despite the many challenges this year, Motability Operations
Group plc remains financially and operationally resilient.

The underlying financial strength with which we entered

the Covid-19 crisis reassured us that we were well placed to
continue to offer our customers affordable, worry-free, mobility.

The Group has a clear plan in place for handling the unwinding,
or ramping up, of any future lockdown measures or restrictions.
A key challenge will be managing uncertainty around the
used-car market, as customers reactivate new vehicle orders.
We will also need to offer flexibility through extending leases
for customers who may not yet feel ready to renew, or who are
unable to do so due to local lockdown arrangements.

Along with the continuing Covid-19 impact, there remains
uncertainty around the economic impact of Brexit; the
continuing effect of the implementation of vehicle emission
targets on both vehicle cost and availability and more generally
the potential stresses relating to the used-car market.

With the measures already taken and given the business’s
sound financial foundations, we believe we are well placed to
meet these challenges as the market rebalances. We will
continue to balance the needs of customers, suppliers and
other stakeholders, whilst ensuring that we maintain
appropriate liquidity headroom and capital.

As ever, we continue to work closely with the executive team
and governor's at Motability. | would like to thank the team at
Motability for their proactive engagement and support during
this most challenging of years. | would in particular like to
extend my personal thanks to Lord Sterling, who stood down as
Chairman of Motability in June this year. Lord Sterling co-founded
the Scheme with the late Lord Goodman in 1978 and has been a
driving force in shaping its direction and success in enhancing
the lives of millions of disabled people and their families over
the last four decades. | would also like to take this opportunity
to welcome Charles Manby MBE, who now takes up the reins as
Motability’s Chairman, and we look forward to continuing the
strong working relationship as we look ahead.

We also saw a transition at Motability Operations this year,
with Mike Betts standing down as Chief Executive. Under Mike's
leadership the business has been transformed into the
high-performing, customer-focused operation it is today.

My personal thanks to Mike on behalf all employees and the
executive team for his support, leadership and vision over

the years.

In taking over as Interim CEO in April, my focus has been to
maintain this excellent performance and to continue
momentum across the full range of strategic initiatives and
plans. Notwithstanding the unprecedented challenges faced
this year, it is a testament to not only the robust nature of our
business model, but also the commitment and resilience of our
employees, that we have continued to deliver on all fronts and,
crucially, have provided such consistently high levels of service
to our customers.

Looking ahead, | very much look forward to welcoming Andrew
Miller as our new Chief Executive in January 2021 and am
confident that | will hand over the business in excellent shape.

Matthew Hamilton-James
Interim CEO
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People and culture

Our people and culture are the
driving force behind our success

The way we work is central to delivering
the needs of our customers. At the centre
of our culture are our employee values,
which have been developed based

on feedback from our customers, partners,
employees and our leadership team.

Our employee values

Inclusion

)

At Motability Operations our culture and values are at the heart
of everything we do. They lead the way in guiding our approach
to how we do business and engage with our customers, suppliers
and employees. Our aim is to provide an environment which
encourages our employees to flourish whilst bringing their own
perspectives and ambitions to work. We pride ourselves on
having a positive and inclusive working environment.

Our values were refreshed in 2018. These were developed
with employees, customers and our partners, and their ideas
and real experiences were key to creating the words and
descriptors, which are the bedrock to our successful culture.

We trust and respect each other
We value diversity and

everyone’s contribution
We work together and
communicate openly

4

2 @
"R
Empowerment

We take ownership
and are accountable

We have a flexible
and can-do approach
We are confident in
making informed and

appropriate decisions

’
il

Excellence

+ We are resilient and professional

» We strive to be the best at
what matters most

We set high standards and
go the extra mile

“99% of our employees fully
support the values for which
Motability Operations stands.”

.ii.

Empathy

* We act honestly
and with integrity

» We recognise when
others need support
We strive to understand
the needs of our

customers, both
internal and external

Forward thinking

» We embrace change and look
for continuous improvement

* We collaborate to seek
opportunities to think differently

» We put our customers at the
heart of what we do
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Our culture

Our culture is the foundation upon which our approach to
delivering excellent customer service is built. Every year we
measure this through our annual employee survey. Facilitated
by an independent global employee research organisation, our
results are compared against a benchmark of UK High Performing
Organisations which we have consistently out-performed for
over ten years. In 2020 we achieved a survey response of 91%,

a marker of our strong levels of engagement given that the

As restrictions on movements eased from mid-August, we gradually
re-introduced the opportunity for some colleagues to return

survey coincided with the start of the Covid-19 lockdown period.

We were delighted to receive our highest scores in the last five
years for Engagement; Our Values; Leadership; Customer Focus;
and Supportive Culture.

“MO’s response to Covid-19 has been fantastic and
put employees first. It's difficult to think of
anything further MO could offer. The support has
been significantly ahead of experiences friends

have had in other organisations.”

Well-being survey

It is thanks to our excellent culture that in March 2020 we were
able to transition almost our entire operation to a home-based
organisation within days. Having delivered a successful remote
working pilot within our customer services team in late 2019,
we were able to scale up our operation very quickly to ensure
that all employees had the support and technology to work
from home when the Government lockdown commenced.

As we navigated our way through the challenges the Covid-19
pandemic presented, the health and well-being of our employees
was at the forefront of our decision making. Through regular
and well-timed communications, we were proactive in reassuring
our employees of the support available to them. This included

safely to our Covid-secure Bristol, London and Edinburgh offices.
This enabled us to bring about the benefits of face-to-face
collaboration in the office in conjunction with the efficiencies
realised from new ways of working, through the utilisation of
technology. Keen to learn from the opportunity that changing
the way we work has presented, over the summer of 2020 we
completed a review of our working practices in readiness for
the post-Covid era.

“The company has done an amazing job,
providing certainty and support for all its

employees during these unprecedented times.

Well-being survey

I'm proud to work for a business that values
its employees and is well-managed.”

Our future ways of working will build on our excellent culture,
empowering teams to combine a hybrid approach of face-to-face
collaboration in the office with the flexibility of working remotely.
Our physical working environments in Bristol, London and

Edinburgh will continue to provide opportunities for our
employees to engage, collaborate and come together to share
ideas, bring creativity and drive forward our plans for the future.

Receiving exceptional feedback year-on-year from our people
is not taken for granted. We work hard to ensure our teams
are engaged in our strategic plans and progress. Through a

combination of employee roadshows and webinars presented

provision of home office equipment such as chairs and monitors

through to webinars supporting our employees with the new
pressures and challenges they were experiencing such as
home-schooling, loneliness, and worries about pensions for
those approaching retirement. No Motability Operations
employee was placed on furlough during the pandemic and
temporary flexible work arrangements enabled the majority to
continue working throughout, in what proved to be an extremely
busy period. In the summer of 2020 we surveyed our employees
to help us understand what more we could do to provide support
and reassurance during the challenging time of the pandemic.

The results from our survey were overwhelmingly positive,

with employees reporting that they felt well-supported and

grateful for the initiatives and support that had been available.

Well-being survey

by our CEO and Directors, an Employee Forum representing
employees across all business areas, our Diversity Networking
Groups and meetings with Simon Minty, our designated
Non-Executive Director who engages with employees, we listen
to employee feedback and use this to inform our plans.

“More happy and proud to work for MO
than ever! Appreciate all the support,
communication and planning provided by
MO for me as an individual and for our
customers. Working from home has been a
transition - | feel that | have been invested
in (time, resources, equipment) to make the
transition a successful one.”

Independent employee survey

Engagement

95% 9%

93%II

2018 2019 2020

Our Values

95%  96%
93%

2018 2019 2020

Leadership

92%
90%

- II

2018 2019 2020

Customer Focus

95% 95% 6%

2018 2019 2020

Supportive Culture

94%
92%
90%

2018 2019 2020
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People and culture continued

Attracting and retaining talent

Critical to our success is the ability to recruit and retain people
who will deliver excellence in their role and are aligned to our
values. We are committed to employing and retaining the best
person for the job, whoever that person may be.

We run a number of programmes across our business aimed
at attracting early talent into our organisation, including our
Graduate Programme, Industrial Placement Programme,
Scholarship Programme, Apprenticeships and work
experience initiatives.

We take pride in our on-boarding programmes, designed to
ensure that each employee who joins us has an opportunity to
meet our Executive Team and learn about our past, present and
future plans.

Developing our internal talent continues to be a priority.
Employee development is supported and encouraged through

a number of routes including formal training, involvement

in strategic initiatives and projects, and cross-functional
secondments to other parts of the business. Equipping our
managers with the skills to develop and grow inclusive high
performing teams has also been a priority in the last 12 months,
when we invested in a comprehensive training programme for
all our leaders.

We have high expectations of our people, but in turn we provide
a fair and competitive reward package to reflect their
contribution and recognise their success. Performance-related
pay is discretionary and dependent on Company and individual
performance. All employees are assessed on the basis of their
results and behaviours, each carrying equal importance.
Remuneration decisions are taken in line with our
Remuneration Policy.

We are fully committed to paying our people at least the level
of the current Living Wage, as calculated by the Living Wage
Foundation, for their base location. Through our competitive
tendering processes, we also ensure our suppliers follow the
same principles.

Our core benefits package is an important part of the total
remuneration for all employees, and our flexible benefits
system provides choices and options based on individual
lifestyle needs.

B

“Since joining the LGBTQ+ networking group | have been
really proud of the achievements of the group in what
has been a tough year. We have set some clear goals
including enhancing our training for colleagues, working
with external companies to better understand their ways
of working, whilst bringing some fun with the activities we
run, such as Pride bingo.

One of the main reasons for joining the LGBTQ+
networking group was because the Company has allowed
me to be my authentic self and this is something | want to
help support and encourage others to be as part of the
group. By having the LGBTQ+ networking group within MO,
we have been able to make sure our voice is heard on
important decisions and allowed us to help support other
networking groups with their initiatives and activities.”

Harry Morgan-James
Drive-from-Wheelchair Account Manager and
Co-Chair of the LGBTQ+ networking group
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“I first joined Motability Operations (MO) in 2019 as
part of the Scholarship Programme which offers work
experience and financial support for undergraduate
students with disabilities.

As part of my placement | spent time meeting lots of
people from around the business and worked in the
Digital Marketing team. This was my first proper job and
gave me a great insight into what working life is like.

At that point, | didn’t know what | wanted to do in the
future but getting this invaluable work experience taught
me that a career in Digital Marketing was the one for me
and gave me the skills | needed on my CV to secure a job
after graduating from university.

As well as this, the financial support towards my
university studies enabled me to really focus on my
education without the worry of having to work at the
same time.

The support I've received from MO has made a real
difference both in terms of my education, helping me to
understand the type of workplace culture | enjoy, and
giving me the skills | needed to get on the career ladder.”

Kumsy Thomas
Scholarship Placement Student 2019/20

“I joined the Asset Risk team as Economic Analyst in
mid-2018 and was promoted to Market Risk Manager at
the end of 2019. Our team’s main goal is to minimise risk
for the Scheme by accurately forecasting and valuing
our assets.

MO is a unique organisation and being able to contribute
towards our success is really rewarding, especially doing
so with the support of my dedicated colleagues who are
always willing to put others first. Even in 2020 where we
adapted to working from home overnight, the sheer
resilience and commitment of our people to keep on
achieving and surpassing our objectives has been

truly inspiring.

My development and progression have been taken
seriously from the start. From leadership training to
attending advanced courses at Cambridge University,

my skillset has developed significantly over the past two
years. Additionally, being empowered and encouraged by
business leaders to take on responsibility and strive for
excellence has given me the opportunity to implement
my skills effectively and allow them to crystallise.”

Raaj Kundi
Market Risk Manager
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People and culture continued

Pay gaps

Our gender pay gap report in 2019/20 reported a mean gap

of 25.6% (FY2019: 29.6%), and a gender bonus gap of 64.2%
(FY2019: 68.5%), representing a reduction on 2018/19's figures.
Our gap is primarily driven by the uneven distribution of men
and women across different roles within the business.

Over the last two years we have grown the number of women

in senior management roles and they now represent 57% of our
senior management team. We recognise that we are still on a
journey in respect of closing this gap further and our action
plans continue to focus in this key area.

In anticipation of ethnicity pay gap reporting, we continue to
capture data to ensure that we are prepared when this becomes
a requirement. Our inclusive recruitment processes are already
yielding positive outcomes to attract future talent from diverse
candidate pools, and we continue to work closely with our
Diversity Networking Groups to help identify and remove any
barriers to minority groups within the organisation.

“The MO of 2020 is very different from the MO that I joined
as a graduate in 2005...in a good way! One thing that has
remained consistent is the supportive culture and that's
an integral part of my success here. The graduate
programme gave me exposure to various departments
including Marketing, Finance, Vehicle Remarketing and
Customer Services but through the programme | didn’t
quite find my ‘home’. Through my Executive Sponsor we
explored opportunities around the business and | took on
arole in IT working on a technology transformation
programme. The role was perfect for me and was the
foundation for my career. Even without a technical
background I've been able to succeed and in 2019 was
promoted to run the IT Portfolio, Planning and
Procurement Function.

In my time at MO I've had personal challenges and
triumphs and my managers have always ensured | have
had access to the support I've needed. From having
children, periods of depression and bereavement, with
the support provided I've been able to balance work and
homelife without impact. This equal opportunity for all is
something that is really important to MO. In 2018 we
established Diversity and Inclusion Networks and | took
on the role of co-chair of the women'’s network. Being an
advocate for inclusion is very important to me and having
the opportunity to shape the agenda and build on the
strong culture we already have is really exciting.”

Kate Hallward
Head of IT Portfolio, Planning & Procurement
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Strategy in action

Our strategic framework

Our values help us deliver our strategy

Our values

Our values are central to
delivering and meeting the
needs and expectations of
our customers. We embrace
diversity, which enables

us to have a wide variety of
approaches and perspectives,
enhancing performance and
creating value for customers.

Turn to page 22 for more
information on our values

Our strategy

In order to ensure that our
activity delivers outstanding
value to customers, we have
defined four strategic ‘pillars’.
These set out a clear framework
within which we align our
business objectives, strategic
initiatives, performance targets
and business planning.

Our people, positioning
principles, culture and values
form the bedrock to deliver
these objectives.

o Turn to pages 27-35
for more information

on our strategy

People and culture

Our people are fundamental to our
success and we are committed to
recruiting and retaining an engaged

and motivated workforce. We have
created an excellent working environment,
and promote a collaborative business
culture aligned to our core values and
principles. We seek to develop our
people and to reward and recognise
excellent performance.

o Turn to pages 22-26 for more information
on our people

Empowerment

3
?.

Excellence

Our values

Ensure

Improve
reach and
awareness

Performance

We track performance through a

range of contractual and internal Key
Performance Indicators (KPIs). These KPIs
are defined in the context of the four
strategic ‘pillars’, thereby ensuring that
activity across the business is aligned
with these strategic objectives. Employee
performance is measured with reference
to the delivery of both individual and
Company targets.

o Turn to pages 27-35 for more information
on our performance

Our strategy

long-term
sustainability

Scheme

Provide value
and choice

Forward
thinking

Build our
customer

.
.

expertise

Risk management

Through our comprehensive risk
management processes we identify
and assess the risks that we face.
Having understood the nature of
these risks, we ensure that we have
the appropriate mitigants in place to
reduce these exposures.

Q Turn to pages 49-55 for more information
on risk
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Strategy in action continued

Building our customer
and disability expertise

We aim to maintain consistently excellent levels of
customer service throughout the leasing proposition,
and demonstrate disability expertise in our approach
to our customers and in our role as an employer.

Goals

KPIs

Understanding our customers is critical to our success.

By listening and responding to their feedback, we are able

to adapt our proposition and focus our resources on their
needs. Our success is dependent on our ability to deliver a
Scheme that meets our customers’ requirements and provides
excellent service. Development of our disability expertise is
fundamental to our success in understanding our customers
and the delivery of our customer service aspirations.

98% 98% 97%

2018 2019 2020

97%

Target of >92%

Overall customer satisfaction
We deliver by listening to our customers and ensuring that we
meet their requirements.

58%

Target of >80%

1% 81% 58%

2018 2019 2020

Calls answered within 20 seconds

During the lockdown months of June and July call volumes
increased by up to 60%, excluding these two months the KPI
delivered was 77%

The average customer wait time during June, our busiest month,
was only 6 minutes

A EYAELY] 39 2min

2018 2019 2020
Target of <42 min

Roadside assistance average response time
Mobility is a priority to our customers. In the event of a
breakdown our customers receive priority assistance, and
with an average response time of 39.2 minutes during the year
(compared with a KPI target of <42 minutes), customers are
quickly attended to and are mobile again.
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Objectives

Deliver best-practice customer
service through our call centre

Ensure that the standard of
services deployed through our
key suppliers is commensurate
with our internal targets

Build our adaptation and
conversion expertise to ensure
that customers have a seamless
experience and that we are
recognised for the excellence
of our ‘one-stop shop’ service

Provide our customers with the
information and tools they
need to select a suitable car
from the wide range available

Provide information to support
decision-making to meet
customers’ mobility needs

Delivery

Continued investment in our front-line customer services
team to address more complex customer needs that have
arisen through our changing customer base and the
challenges presented by the pandemic. An essential part
of this is resolving queries in an efficient and effective
manner; our first-call resolution rate means that most
customers only have to speak to one adviser to resolve
their query.

Introduced speech analytics which will support and
enhance our immediate understanding of customer
needs and adapt to any changing requirements.

Expanded the digital offering to provide customers
with access to information at any time of the day.

This has been supported by extended hours of service,
trialling of other channels of interaction e.g. Webchat,
Twitter, WhatsApp chat. Our online channel has proven
particularly popular with customers who are unable,
or prefer not, to use the telephone.

Our Edinburgh office has become operational with access to
more tools and additional resource to support customers

Continuous mobility programme aims to ensure our
customers can continue with their day-to-day lives in the
event their vehicles are off the road for a period of time

Worked closely with the converters of our most complex
vehicle solutions, understanding and supporting the
challenges faced during a difficult period for these often
more bespoke organisations

Fully embedded a ‘try before you buy’ service for
customers who require a WAV. This enables the customer
to test a similar vehicle for an extended period of time,
ensuring it is right for their needs and allowing them to
make an informed decision on selecting a larger, more
complex vehicle

Continued to support PIP stopped-allowance cases and
provided an option for qualifying customers to retain
their vehicle for 26 weeks, with extended support
available if a customer appeal extends beyond

this period.

motabilityoperations.co.uk
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Strategy in action continued

Provide value
and choice

We provide a wide range of vehicles to our customers

at competitive and affordable prices.

Goals

KPIs

We believe that customers should be able to choose from
a wide selection of vehicles. Within this offering we are
committed to providing a range of affordable models
which are suitable for our customers’ needs.

To this end we seek to leverage our purchasing power

and ensure that we manage our cost base on commercial
terms - the aim being to provide value without compromising
choice or quality.

44%

Relative affordability — % cheaper than alternative
We benchmark ourselves using commercial contract hire
quotations. These are usually unavailable to the general public
and are likely to be less expensive than personal contract
purchase quotations. Our economies of scale, operational
efficiencies and a VAT concession (which is passed onto
customers in lease pricing) deliver the majority of

this differential.

45% 44%

2019 2020

77%

Target of >70%

18% 77%

2019 2020

% of vehicles sold online at the end of lease

Selling via our online sales channel, ‘mfldirect’, provides an
effective, low-cost route to market which facilitates the
management of our high volume of disposals, and also ensures
a competitive sales environment through which we seek to
maximise our net return. During the year to September 2020,
77% of vehicles were sold online.

el >299

2019 2020
Target of >200

Affordable vehicle choice at ‘nil advance payment’
We aim to maintain the availability of at least 200 cars that are
funded solely by the assignment of the customer’s disability
allowance. During the year to September 2020 we exceeded this
target with at least 299 models at any one time.
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Objectives

Provide stability in pricing
and choice throughout the
economic cycle

Maintain a range of at least 200
cars at ‘nil advance payment’

Provide a wide selection of
vehicle models and brands

Ensure that our residual
value-setting and forecasting
is the best in the industry

Retain our market leadership
for vehicle remarketing

uodal 218910118

Delivery

Worked with car manufacturers to maintain choice and
affordability for customers with more than 299 cars
available at no more than the allowance. This was
achieved despite significant challenges presented to
manufacturers through both Covid and WLTP testing.

Provided a large selection of vehicles available at less than
the customer’s full allowance, with on average 161 cars
available through the year.

Continued to develop our processes of residual value
forecasting, to ensure customer pricing is based on a fair
and reasonable assessment of future market values. An
independent third-party end-to-end assessment of our
residual value forecasting, stated “MQ’s forecasting
approach uses sophisticated techniques, is robust,
fit-for-purpose and aligns to forecasting best practice”.

Further enhanced the customer WAV proposition with the
roll out of familiarisation visits, and annual checks, to
make sure customers are comfortable with their vehicle,
and the technical aspects remain sound.

Continued activity on the long-term development of
systems infrastructure for our online remarketing
processes. The agile development will deliver a
sustainable and secure platform for the future and provide
opportunities to deliver enhancements to our existing
remarketing capabilities.

Developed our second proprietary online

auction channel allowing us to reach a broader range
of customers and offer more choice in an increasingly
competitive market.

Relaunched our dealer locater tool, optimising

the application process for customers and ensuring
they continue to receive a service specific to
individual requirements.
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Strategy in action continued

Improve reach
and awareness

We seek to create improved awareness and understanding
of the Scheme proposition within our potential market.
In doing so, we attract new customers to the Scheme.

Goals

KPIs

Through promoting greater understanding of the Scheme
proposition, we seek to develop better-informed potential
customers who are well-positioned to evaluate its benefits.

Fundamental to this are the loyalty and trust of our existing
customers, with renewal rates being closely linked to our
success in delivering sustained affordability and excellent
customer service.

eard 98%

2019 2020

Target of >85%

Trust in Motability

Since 2012 we have measured customers’ trust in the Motability
brand. Trust is considered to be key in enabling current and
potential customers to make an informed and confident choice
of a mobility solution that meets their disability needs and, in
turn, strengthens customer advocacy of the Scheme.

eaetd 91%

2019 2020

Target of >85%

Customer renewal rate at the end of lease

Whether customers decide to renew at the end of the lease is a
key measure of our success in delivering affordability, choice
and customer service. During the year to September 2020 this
was maintained at over 91%, compared with a KPI target of 85%.

LR 989%

2019 2020

Target of >85%

Customer advocacy

Existing customers are the Scheme’s biggest advocates,
with 98% saying that they would recommend the Scheme
to others.
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Objectives

Raise understanding of Scheme
elements and confidence and
trust in the Scheme

Maximise effectiveness of
multimedia channels to
increase understanding within
the eligible customer base

Identify and, where
appropriate, remove any
barriers for potential customers

Continue to encourage
Motability dealers to promote
the Scheme in line with

our brand

Delivery

Unable to physically host our 'One Big Day’ events this
year, and so instead we hosted an online event via the
Scheme Facebook page with 48,240 participants.

Provided operational and disability confidence training for
several thousand dealer Motability specialists, all through
an online platform which was developed rapidly to replace
our usual classroom environment. Our training courses are
being adapted to further enhance our services and align
them to a multi-channel approach.

Continued improvements to the Scheme website, offering
users a simpler, cleaner journey in line with our updated
branding and redesigning the way key information is
ordered and displayed.

Developing an online 'self-service’ portal, further
broadening the opportunities for customers to contact us
and to tailor their package to their own specific
requirements.

Continued to work with Family Fund, the UK's largest
charity providing grants for low-income families raising
disabled or seriously ill children and young people,

to deliver a pilot scheme providing vehicles to families
with children under the age of three who are seriously ill
or disabled but do not yet qualify for a government
mobility allowance. This programme was endorsed by the
DWP with funding to date provided by Motability (the
Charity), and during the year 70 families were supported by
the provision of an appropriate vehicle.

motabilityoperations.co.uk
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Strategy in action continued

Ensure long-term sustainability

We ensure that our business model, finances, people,
reputation and infrastructure are geared to support
the long-term sustainability of the Scheme.

Goals

KPls

Long-term sustainability is fundamental to the delivery of the
other three strategic pillars. From a financial perspective we
seek to ensure that we maintain a robust balance sheet and
reserves base capable of absorbing market volatility, and that
we secure longevity of funding on competitive terms capable of
supporting our range of fleet expectations. This, in turn, allows
stability of pricing through the economic cycle. We endeavour
to operate efficiently and responsibly to support our customers
and stakeholders. We regard the enhancement of our
reputation and the continuation of the support we enjoy across
our stakeholder groups as pivotal to our sustained success.

96%

Target to benchmark (84%)

93% 95% 96%

2018 2019 2020

Employee engagement

We participate in an independent annual review of business
culture, where we have significantly outperformed the ‘High-
Performing Organisations’ benchmark. Employee engagement is

11pts higher than the benchmark.

Credit rating

A/A1

Credit rating

Our credit ratings underpin our ability to fund the Scheme
in a sustainable and cost-effective manner. Our ratings are
A | A1 with stable outlooks (from Standard & Poor’s and
Moody's respectively).

7.87 8.73 7.8: RS

2018 2019 2020
Debt maturity profile

Debt maturity profile

The Group aims to retain a well-laddered debt maturity profile
in order to effectively manage refinancing risk. The average
debt maturity remains appropriate at close to 8 years.
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Objectives

Maintain a prudent reserves
policy that provides financial
strength adequate for us to
withstand the impact of potential
shock events

Create opportunities to access
wider sources of competitive
funding. We aim to maintain our
credit rating, enabling us to
secure the most appropriate
funding at competitive rates

Ensure that our premises and
information technology
infrastructure are robust and
future-proof

Attract and retain quality people

Continue to nurture
effective partnerships with
key stakeholders

Maintain a forward-looking
environmental policy, providing
a choice of environmentally
friendly vehicles on the Scheme,
balancing customer needs with
fuel economy and emissions

Delivery

Delivered a robust financial result, reflecting an excellent
first half of the year, driven largely by the buoyant used car
market prior to the national lockdown beginning at the end
of March.

Financial results during the first six months of the year
were buoyed by a recovery in used-car values in the final
quarter of 2019, linked to a reduction in market supply
levels. The used car market remained resilient until the
significant impact of Covid-19 in late March meaning that
our financial results at that stage were ahead of both
planned and priced expectations.

An external review from Oliver Wyman, to examine our
capital modelling methodology and our applied risk
appetite and confidence levels, and to benchmark our
capital reserve levels against near-comparable companies.
Significantly, confirmed the appropriateness of Motability
Operations’ economic capital approach and supports the
Group's application of a 99.99% confidence level.

Continued development aligned to our strategic IT
roadmap that will secure systems sustainability (replacing
aged legacy systems) with linked benefits flowing across
business operations.

Our annual independent employee culture survey recorded
an engagement score of 96%, significantly ahead of the
benchmark of other high-performing organisations.

Given the high-performance levels expected of individuals
who work to deliver the Scheme we have invested resources
to ensure we maintain and develop an appropriate
environment that supports their needs and that recognises
and embraces the benefits of a diverse workforce.

Maintained a proactive engagement programme with
key stakeholders, operating in a transparent and
straightforward manner.

Ensured a good range of lower-emission, higher-MPG
vehicle choices are available across vehicle categories and
feature green choices in our promotional mailings.

motabilityoperations.co.uk
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Finance Director’s review

A strong performance in a
challenging environment

éd

Our robust financial position
underpins our ability to keep
customer needs at the heart of
our decision making.

124

Gareth Everson
Interim Finance Director

£31m

£50 insurance rebates paid to
every customer to recognise
the beneficial impact on
claim volumes from reduced
traffic levels through the
national lockdown

Performance overview

During the year to September 2020, the business delivered
strong performance across a broad range of measures.

These results are a testament to the commitment and resilience
of our people, responding to the significant social, economic
and technical challenges related to the Covid-19 pandemic,

to maintain the exceptional levels of customer service, partner
engagement and commercial performance we target in
delivering the Scheme proposition.

The financial performance reflects an excellent first half of the
year, with profits ahead of plan, driven largely by a buoyant
used-car market prior to the national lockdown beginning at
the end of March. Due to the unprecedented level of uncertainty
at this time, meaning it was not possible to confidently assess
fleet residual values, we did not produce a Half Year Report and
opted instead to provide a market update by way of a
Management Statement, published in May.

To mitigate potential uncertainty for customers who were
nearing the end of their lease we provided automatic six-month
lease extensions. The security and flexibility of the lease
extension programme was well received by customers and

once markets began to open we gave them the opportunity to
complete their lease renewals, if they felt safe to do so.

The lease extension programme supported rental revenue
and the rapid response to dealership reopening’s optimised
remarketing opportunities in a used-car market that was
initially bolstered by the pent-up demand created by the
lockdown. Our effective remarketing programmes, particularly
our online channels, supported a strong disposal performance
through the remainder of the financial year.

Strategic investment in recent years to upgrade systems
infrastructure enabled an efficient transition from office to
home-based working and supported continuity of service

to our customers. Our customer proposition is managed and
delivered by our people; this is perhaps most evident through
our customer satisfaction scores, and an early decision was
made to retain all our employees rather than seek access to
potential Government support such as the furlough scheme.
We are enormously grateful for the resilience and flexibility
demonstrated by our teams throughout the organisation to
meet the needs of customers and colleagues through this
challenging period.

We were pleased to provide all our customers with a £50
payment to reflect a projected reduction in insurance claim
costs following a general fall in national road usage. In addition,
as part of our commitment to helping customers more broadly,
and considering Financial Conduct Authority guidance for
supporting customers facing temporary financial need, we
provided customers the option to reschedule end of contract
awards and request early receipt of their Good Condition Bonus
(GCB), providing customers with increased financial flexibility
without the risk of their taking on debt.

Agile decision-making, vital to respond effectively to changing
customer and operational requirements, was underpinned with
robust internal control processes. The detailed tracking and
effective communication of management decisions supported
organisational alignment and provided a blueprint for carefully
unwinding temporary measures with appropriate financial and
operational control.
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Financial performance

The Group recorded post-tax profit for the year to September
2020 of £149.8m (FY2019: £370m loss, net of a significant
donation (£852.3m) to the Motability Foundation) representing a
return on assets of 1.6% (FY2019: -4.0%); this level of return is
consistent with the Group’s long-term profitability target.

As reflected in the Management Statement published in May,
our financial results during the first six months of the year were
buoyed by a recovery in used-car values in the final quarter of
2019, linked to a reduction in market supply levels. The used-car
market remained resilient until the significant impact of Covid-19
in late March meaning that our financial results at that stage
were ahead of both planned and priced expectations.

For customers nearing the end of their lease term, most
decided to take advantage of the automated six-month lease
extension which supported stable rental revenue through the
second half of the year. The lease extension programme also
prevented a material increase in used-car stock whilst the
market was closed.

Once markets began to open we engaged with customers and
car dealerships to complete any orders that had been effectively
paused through the lockdown. This proactive approach to
re-starting business was appreciated by our customers and

the dealer network as they began to re-open their forecourts.
It also provided the opportunity to dispose of vehicles into a
used-car market capitalising on an initial release of pent-up
consumer demand in addition to a generally reduced level of
used-car supply.

Though the short-term market has been favourable there
remains considerable economic uncertainty related to the
downside risk of a ‘no deal’ Brexit and an enduring impact

of Covid-19 until an effective vaccine is widely distributed.
This market uncertainty is reflected in our central forecast
of the residual value of the vehicle fleet at the year-end.

We continue to include a specific overlay in our fleet residual
value forecast for a ‘no deal’ Brexit and have also taken the
decision to include a new overlay in relation to Covid-19;

the detail of these overlays is described below.

It is worth noting that these overlays are set against the existing
fleet of vehicles, they were not priced into existing customer
lease prices and future lease pricing will always be predicated
on a best estimate of future used-car values.

Restricted reserves on the balance sheet have increased to
£2,322m (FY2019: £2,1772m), a level consistent with the policy

of maintaining capital with an appropriate buffer above a
calculated 99.99% threshold. The restricted reserves provide us
with a capital base to meet the dual objectives of ensuring a
stable and sustainable Scheme, and also of supporting the
financing of the fleet.

Customer numbers, renewal rates and affordability

Customer numbers are broadly flat year on year at 634,765
(FY2019 633,900) with renewal rates at the end of lease, the
ultimate validation of customer satisfaction, remaining very
strong at over 91%. The volume of new customers joining the
Scheme was understandably lower this year at around 58,000
(FY2019: 72,000) as the national lockdown led to a temporary
pause on new applications. However, there was some catch-up
over the summer period and we saw a 131% year-on-year
increase in new to Scheme applications processed in July with
additional catch-up applications being processed through the
remainder of the quarter.

From October 2013, the Department for Work and Pensions
(DWP) began to reassess some two million Disability Living
Allowance (DLA) recipients for eligibility for the newly
introduced Personal Independence Payment (PIP), including
around 360,000 who leased a Motability car. Recipients who
qualify for the enhanced rate of the mobility component of PIP
can continue leasing a car as they do today. However, because
PIP is assessed using different criteria, some people have
lost/are losing their eligibility for the Motability Scheme whilst
other potential customers are qualifying for the first time.
Though there was some disruption during the year, the original
PIP reassessment process, which did result in a marginal
reduction in customer volumes over recent years, is

materially complete.

We know that in deciding whether to renew their lease or join
the Scheme for the first time, the availability of a suitable range
of vehicles at affordable prices is a key factor for our customers,
as is the relative stability of prices through the economic cycle.
I am pleased to report that, working with manufacturers, we have
been able to maintain a competitive price list with at least

299 vehicles costing no more than the customer’s allowance
available versus a target of 200 vehicles, an excellent outcome
for customers in a challenging environment.

We are not insulated from general market or industry trends
and, though we have been able to maintain relatively stable
pricing, there has been a gradual reduction in the number of
vehicles that we have been able to offer at this price point
(FY2019: 340). This reduction reflects a general increase in the
cost of new cars to market as manufacturers are required to
invest in improved safety and emissions technology. In addition,
in a bid to achieve emissions targets, manufacturers have decided
to streamline the number of trims and engines available which
by default, at least in the short term, reduces the range of
different vehicles that are available to order.

We have continued to invest in the customer proposition,

this includes expenditure to ensure continuous mobility for
customers when their vehicle is off the road, providing a GCB
for customers who return their vehicle in appropriate condition
at the end of lease, and supporting vehicle adaptations and the
affordability of Wheelchair Accessible Vehicles.
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Finance Director’s review continued

Revenue
Total revenue reduced by almost 5% to £4,064m (FY2019: £4,271m):

+ Rental revenue: An increase in customer rentals reflects a
1.7% uplift in mobility allowances in April 2020 (allowances
are uplifted each April based on the Consumer Price Index
from the previous September) with customer volumes
broadly flat year on year.

+ Disposal revenue: A reduction year on year reflects the
effective market closure from the end of March until car
dealerships began opening again through June; for the
three-month period most adversely affected by the pandemic
(March to May) disposal volumes were 69% lower than the
same period in 2019. However, the strong market that
emerged in June, and our ability to quickly service demand
through our remarketing programmes, supported a recovery
which limited the reduction to 10.6% year on year; a 16%
reduction in disposal volume being partially offset by a 7%
increase in average sale values.

Vehicle remarketing

The option for customers approaching the end of their current
agreement to extend their lease for a further six months,
particularly when dealerships were closed, dramatically
reduced the return of used cars and mitigated any material
impact on the level of stock for disposal through our
remarketing programme. Consequently, the volume of vehicle
disposals was reduced, though we still sold over 185,000
(FY2019: 220,000) vehicles that customers handed back at the
end of their lease. As at 30 September the volume of used cars
in stock stood at 14,000 (FY2019: 10,300).

“These results are a testament
to the commitment and resilience
of our people, responding to the
significant social, economic and
technical challenges related to the
Covid-19 pandemic, to maintain
the exceptional levels of customer
service, partner engagement
and commercial performance
we target in delivering the
Scheme proposition.”

The remarketing team performed strongly when trading
resumed with a 10% increase in disposal volumes in the final
quarter of the year and sale values higher than those achieved
before the impact of Covid-19. The majority (75%) of car
disposals were completed using our proprietary online b2b
remarketing platform (mfldirect) which creates a competitive
virtual marketplace to maximise the net return for each
individual car sold.

Remarketing profit was higher than original expectations at
£233m (2019: £148m) of which over half was delivered in the
final four months of the year, reflecting the favourable supply
and demand dynamics when the used-car market reopened.

The profit recorded during the year is also a reflection of
management’s decision, as disclosed in last year's report, to
include a Brexit stress overlay to reflect the projected impact
from a disorderly Brexit at the previous deadline of 31 October
2019. The effect of this overlay was to increase the accumulated
depreciation charge as at 30 September 2019 by £78m, with the
projected net unguaranteed residual value of the fleet expiring in
FY2020 being reduced by £110m. The subsequent extension of the
transition period, to January 2021, resulted in this additional
depreciation unwinding through disposal profits as these
vehicles were handed back and sold.

As significant uncertainty remained at 30 September 2020 in
relation to a Brexit deal and potential import tariffs, as noted
below, the Brexit overlay was updated and carried forward at
the year end.

Assets and residual values

Operating lease assets were £7,812m at September 2020 with
the unguaranteed fleet residual valued at £6,239m. It is the
exposure to unexpected movements in this residual value that
represents the Group’s single largest financial risk.

The Group has a demonstrable track record of successfully
managing residual values through the economic cycle. The
prudent and effective management of the asset base remains a
top priority for management. This is achieved through the use
of a sophisticated methodology for determining the residual
value of each asset at the inception of the lease, and also
through a quarterly reassessment of this anticipated residual
value during the life of each lease.
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This revaluation allows us to be agile and adjust residual values as
appropriate to reflect market trends. This enables us to mitigate
the risk of potential market volatility. At each financial period end,
this revaluation may result in the need for accounting adjustments
which are usually made by recalibrating vehicle depreciation for
the period and over the remaining life of the lease.

At September 2020, the projected net revaluation of the fleet,
versus the priced position, reflected an anticipated marginal
net exposure of £12.5m (FY2019: £153m net gain).

Given significant uncertainty surrounding the final terms of Brexit
and potential severity of Covid-19 through the winter months we
continue to apply a measured approach in the context of the
potential impact on fleet residual values:

+ The fleet revaluation continues to include a Brexit overlay
based on our assessment of the potential impact from
economic downturn following a disorderly settlement.

The net impact of this adjustment to our central forecast
reduces the projected value of the unguaranteed residual
value of the fleet by £110m. This impact is spread across

the remaining life of the live fleet by way of recalibrated
depreciation with £69m of this booked as at 30 September 2020.

-+ A Covid specific overlay, to take account of potential
economic impacts in excess of our central view, has also
been included. The total net reduction on the projected value
of the unguaranteed residual value of the fleet from this
overlay is £98m, of which £45m has been booked as at
30 September 2020.

+ An impairment provision of £17m has been made at
30 September 2020. This impairment reflects the impact of
the Brexit and Covid-19 overlays on a portion of the fleet
expiring in FY2021.

Taxation

As set out in our published Tax Strategy (available on our
corporate website), the Group continues to adopt a clear and
transparent approach to tax matters, with the overarching
principle being to ensure that the right tax is paid in the right
place at the right time. This is reflected in our approach to the
taxation treatment of MO Reinsurance Ltd in the Isle of Man,
where full UK tax is paid on any profits in respect of these
reinsurance activities under the UK Controlled Foreign Company
(CFC) rules. The Group has obtained non-statutory clearance
from HMRC agreeing this principle.

For the year ending September 2020, the Group’s underlying tax
charge was £41.6m (19.2%) with an additional £25.8m deferred
tax charge following the re-measurement of deferred tax at 19%
in relation to the Government'’s reversal in March 2020 of its
previous decision to reduce the UK corporation tax rate to

17% from April 2020 onwards (see note 27, page 124 for

further detail).

Cost management

We focus on tightly managing our cost base to ensure that

we deliver the Scheme in an efficient and effective manner.
However, whilst continually seeking operational efficiencies
we recognised the need for a major investment programme to
ensure that our systems infrastructure was able to support the
long-term sustainability of the Scheme and meet the evolving
needs of our customers.

We have continued to make excellent progress against our
strategic IT roadmap and the targeted replacement and
upgrade of legacy systems and infrastructure. The investment
to date has significantly reduced operational risk, underpins
the development of our customer proposition and provides
opportunities to improve our commercial operations from
vehicle purchase though to disposal.

The benefit of this investment was clear when we were able
to swiftly migrate to a home-working model following the
national lockdown in late March. The ability to operate
effectively throughout this transition period was critical in
being able to meet customer needs and work with our key
partners and suppliers in continuing to deliver an excellent
customer proposition.

Customer proposition

We continued our investments, as planned, across a full
programme of activity that provides direct customer support
and underpins the delivery of excellent customer outcomes,
this year, including targeted initiatives responding to the
Covid-19 pandemic:

+ Aninsurance rebate of £50 was provided to all customers,
an aggregate payment of £31m, recognising the projected
reduction in insurance claims following a dramatic reduction
in general road traffic that was particularly evident during the
national lockdown in April and May.

+ We enabled customers facing financial difficulty to claim
early payment of a Good Condition Bonus (GCB) which is
normally paid when vehicles are handed back at the end of
the customer’s lease. The total value of GCB payments to
customers in the year, including the accelerated payments,
was £116.7m (FY2019: £78.8m) for further details see note 21
on page 117.

+ More than £100m was invested in programmes to support a
range of initiatives that provide direct customer support,
such as continuous mobility solutions, alongside indirect
investment in programmes supporting service excellence
across the dealer network and key partners.
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Finance Director’s review continued

Insurance performance

Our insurance arrangements continue to operate efficiently.
Under our insurance structure Motability Operations
participates in a proportion of premium exposure via our
A-rated reinsurance captive MO Reinsurance Ltd (MORL). MORL's
net exposure is contained through a conservatively structured
reinsurance programme. This arrangement not only secures the
long-term supply of insurance but brings greater efficiency and
financial benefits which are passed on to customers.

As in previous years, the Group financial statements include
the consolidated results of MORL with segmental reporting to
reflect the way we manage and report on this business activity.
The segmental analysis can be found on pages 105-106
highlighting a profit of £31m in the year to September 2020,
this result including the benefit of claim reduction due to the
national lockdown which underpinned the decision to provide
the £50 payment to all customers.

The MORL profit also includes commission in respect of a
quota-share reinsurance contract that effectively rebates MORL
if claims experience is better than anticipated (see note 3,
pages 102-103).

As previously disclosed the Group continues to benefit from
rebates from the primary insurance agreement should claims
costs be lower than previously anticipated in the insurer
pricing. Our recognition of this rebate, which is netted-off with
our fleet operating costs (see note 6, page 107), is in line with
our accounting policy (see note 2, pages 94-102).

Capital management

We use an Economic Capital (EC) model to determine the level
of capital appropriate to protect the business from economic
shocks. The purpose of these reserves is to provide a “shock
absorber” against a substantial fall in used-car values, or other
risks which could threaten the sustainability of the Scheme.
Given the transformative opportunities the Scheme provides for
those with mobility challenges, there is nothing more important
to our customers than the sustainability and thus predictability
of the Scheme. These capital reserves are used actively in
meeting around a third of our total funding requirement; they
are not held as cash but invested in the car fleet.

Following the decision to rebase the Group’s capital position
last year, by way of an £852m donation to Motability (the charity),
we have completed a wider review of the detailed calculations
within our EC model, including specific modelling
recommendations suggested previously following a review,
commissioned by Motability (the charity), by Oliver Wyman

in 2019. This development activity was supported by Deloitte
to ensure the EC model developments were aligned to best
practice and appropriate market benchmarks. The confidence
level used for the EC model is unchanged at 99.99% which,

as confirmed previously, remains an appropriately prudent
position given Motability Operations’ unique risk profile.

Further detail on Economic Capital is noted within the
Risk Management section of this report on page 54.

Motability Operations will continue to develop its EC modelling
to ensure that remains aligned to best practice and will seek
regular independent benchmarking of its approach.

Cash and funding

The Group remained very well-funded during the year, retaining
high levels of undrawn liquidity through its £1.9bn committed
banking facilities (maturity September 2023). The committed
facilities operate in parallel to the significant funding taken
from both the GBP and EUR denominated capital markets. The
Group's long-standing strategy of diversifying sources of funds,
across a wide spectrum of maturities and from high quality
lenders, is fundamental to the sustainability of the Scheme.

As planned, using liquidity available from the significant
(E1.44bn) triple-tranche bond issue in June 2019, the Group
redeemed the outstanding balance (£300m) of a December 2019
bond maturity. The Group has no further bond maturities until
June 2022 (£400m) and no new funding was sought in the year.

The closure of car dealerships, due to the Covid-19 economic
lockdown, resulted in a significant reduction in capital
expenditure through April and May with very few new vehicles
purchases and, as lease rental receipts were largely unaffected,
the lockdown period was cash positive for the Group. The decision
to enable customers to complete vehicle handovers once
restrictions were lifted was supported by the buoyant used-car
market over the remainder of the financial year and resulted in
a broadly cash neutral position for the Group in the second half
of the year.

At the year end, in addition to its longer-term borrowings,

the Group was drawing £400m on its committed revolving
facility but was able to deposit back £213m, meaning a net
short term borrowing of £187m. The Group’s reinsurance captive
on the Isle of Man had further cash balances of £103m.

The net drawing on the Group’s committed revolving facility
of £187m leaves headroom of £1,313m against this facility,
providing appropriate and sustainable liquidity pending any
future debt capital market financing initiatives.

Motability Operation’s unique position as a provider of

mobility to people who may not otherwise have access to a
vehicle underpins a decision to create a Social Bond Framework
(the “Framework”), under which Social Bond(s) may be issued in
the future. This Framework is in accordance with the ICMA Social
Bond Principles (SBP) 2020 as confirmed by a ‘Second Party
Opinion’ (SPO). The Framework and independent assessment
are both available on the Motability Operations website.

The Group’s average debt maturity was 7.84 years at the balance
sheet date.
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Treasury policy

Consistent with other aspects of our business activities, we
have adopted a measured approach to treasury management.
We use derivative financial instruments (specifically interest
rate swaps) to reduce our exposure to interest rate movements
that affect the funding of existing leased assets. The Group also
fully hedges the foreign currency risk consequent on its three
fixed-rate Eurobonds using cross-currency swaps. The Group's
overall interest rate risk management strategy is to convert all
new issued foreign-denominated debt into the Group’s
functional currency of Sterling.

We operate hedge accounting, and derivative financial
instruments are ‘marked to market’ with their value being
shown on the face of the balance sheet. The value (loss) of the
hedging reserve at 30 September 2020 was £23.2m post-tax.

Outlook

As at 30 September 2020 we face unprecedented uncertainty;
the terms of the UK’s future trading arrangements with the
European Union remain unclear and there is a very real
prospect of a significant ‘second wave’ of Covid-19 as we head
into the winter months.

The landscape will undoubtedly become clearer during the next
financial year as a position on a trade deal with the European
Union crystallises and, hopefully, we will have a timeline in
which an effective vaccine for Covid-19 can be produced and
distributed. However, until we know better, and consistent with
previous reporting periods, we have included specific overlays
against a severe but plausible impact on the future residual
value of our existing fleet of vehicles. These overlays are
predicated on our assessment of the potential range of
economic outcomes following a ‘no deal’ Brexit and significant
further waves of Covid-19 infection.

As noted above, the impact in the current financial year
from the consolidated impact of these overlays equates to
a charge of £131m by way of accelerated depreciation and
impairment charges.

Given that leases being priced today will, in the main, not be
returning for between three and five years, we do not include
any stressed scenarios (such as the Brexit/Covid overlays) into
current lease pricing.

Regardless of cause, our quarterly pricing process enables us to
respond quickly to any changes to the cost base that may occur,
be that through weakening of exchange rates, potential import
tariffs or other supply chain disruption. Although any structural
cost inflation would likely need to be passed through to
customer pricing, depending on the depth and severity of the
situation, we would assess the impact on profitability and
capital targets and look to insulate customers if affordable in
the context of our long-term sustainability requirements.

“Agile decision-making, vital to
respond effectively to changing
customer and operational
requirements, was underpinned
with robust internal control
processes. The detailed tracking
and effective communication of
management decisions supported
organisational alignment and
provided a blueprint for carefully
unwinding temporary measures
with appropriate financial and
operational control.”

As evidenced during the year, we have a mature process which
enables customers to remain in their vehicles beyond their
original lease term should an issue arise on the handover to
their new vehicle (over 91% of customers renew their leases
with us). To the extent our customers are faced with issues
emanating from Brexit or Covid-19 we are operationally secure
in ensuring we can keep our customers mobile.

We have strong liquidity as at 30 September 2020 with net
£1.3bn headroom on our revolving credit facility. We are
confident that our financing arrangements provide adequate
contingency to support our needs should debt capital markets
be inaccessible temporarily. Furthermore, there are no bond
maturities in the next financial year with the next maturity
being June 2022 (£400m).

Notwithstanding the uncertain outlook we consider the Group’s
closing capital position to provide adequate coverage given the
current and emerging potential risks faced by the Scheme.

Gareth Everson
Interim Finance Director
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Operational review

Excellent service levels and
a consistent proposition

Overview

As outlined in the ‘Strategy in action’ section (pages 27-35),
the year ended September 2020 saw the Group continue to
deliver high levels of performance across a range of targets.

Customer measures in terms of choice, affordability and
satisfaction were all exceeded throughout the period, with
overall customer satisfaction continuing at 97%. Renewal rates
remain strong, tracking at over 91%.

Customer awareness and advocacy of the Scheme

Recipients of higher-rate mobility allowances can choose to
use their allowance to lease a vehicle, powered wheelchair or
scooter on the Motability Scheme. We understand that this

is a big decision for our customers and we are committed to
providing clear and accessible information that supports
customers in making an informed choice.

Our activity aims to increase awareness and understanding of
the Scheme proposition by ensuring that information about the
Scheme is widely and readily accessible through a range of
communication channels. However, one of the most effective
channels is word of mouth and we are pleased that research
indicates that 98% of our customers would recommend

the Scheme.

Unfortunately, due to Covid-19, we were unable to run our
successful annual programme of ‘One Big Day’ events this year.
These very popular regional events, attended by more than
20,000 people, provide an opportunity for both existing and
potential customers to see a range of cars, adaptations,
scooters and wheelchairs, all in one accessible venue. Due to
the potential of on-going disruption from Covid-19 we are
investigating how we could deliver some of the benefits of
these events digitally next year.

During the year we welcomed 50,000 new customers on the
Scheme and more than 91% of existing customers chose to
renew their leases at the end of contract.

Government Welfare Reform changes

As trailed in previous reports, the Government implemented
changes to mobility allowances in 2013 with the introduction of
the Personal Independence Payment (PIP). This new allowance
gradually replacing Disability Living Allowance (DLA) for
disabled people aged between 16 and 64.

An individual who qualifies for the enhanced rate of the
mobility component of PIP is able to join the Scheme or, if
already a customer, continue leasing a car as they do today.
However, because PIP is a new benefit assessed using different
criteria, some existing customers will lose their eligibility for
the Motability Scheme whilst other potential customers are
qualifying for the first time.

As a Scheme, we consider it appropriate to support customers
who have lost their eligibility through this reassessment
process and we continue to do so. We worked closely with
Motability (the Charity) to devise a transitional support package
which is appropriate to customer needs and affordable in the
context of the financial strength of the Scheme.

Full details of the support available to customers is available on
the Scheme website at https://www.motability.co.uk/ but are
summarised below:

+ A‘rent-free’ period of continued worry-free use of their
vehicle for a minimum of eight weeks after the DWP have
stopped paying their eligible mobility allowance

+ Atransitional support payment of up to £2,000 from
Motability (the Charity)

+ A pro-rated refund of any ‘Advance Payment’ contributed by
the customer (required where the selected vehicle is not fully
funded by their mobility allowance)

+ Refund the cost of any privately fitted adaptations paid for by
the customer

+ Opportunity to purchase the vehicle at the end of lease

+ General information on motoring, insurance and other
services outside of the Scheme. We are working with a
leading UK insurance broker who offers insurance quotations
to former Scheme customers that recognise their no-claims
history on the Scheme.

We are working with customers who have Wheelchair Accessible
Vehicles on the Scheme on a case-by-case basis to understand
their needs and assist with their future mobility arrangements,
including, where appropriate, enabling them to retain their
current vehicle. In a similar way, we are working with powered
wheelchair and scooter customers to arrange that, wherever
possible, these customers can keep their current product.

Motability Operations has previously made donations to
Motability, the Charity, totalling £175m in support of these
arrangements and the transitional support payment

to customers.

As of September 2020, almost 100,000 Scheme customers

had lost their entitlement to the higher-rate allowance
following their PIP reassessment, and consequently have also
lost their eligibility to continue leasing a product on the
Motability Scheme.

To date Motability has made almost 75,000 transitional

support payments totalling over £126m to customers who have
returned or purchased their vehicles having met the criteria set
out above.

£126m

Aggregate value of customer
transition support payments
made by Motability
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Product offering

We have managed to exceed targets to support affordability
and provide a wide selection of vehicles to our customers.

For the Car Scheme, we monitor our performance by referring
to external benchmarks and to the number of cars we offer

at ‘nil advance payment’. This is where the allowance alone

is sufficient to fund all leasing costs, with no additional
contribution required from the customer. Where a customer
selects a car that does require a supplement, we receive this as
a single payment from the customer at the start of the lease
(the ‘advance payment’).

We set out to ensure that at least 200 cars are available at ‘nil
advance payment’, including a wide choice of automatics and
green options. By working effectively, we have consistently met
this target throughout the year though availability did reduce
through the year which reflects both economic pressure on new
car prices and supply constraints linked to Covid-19 and the
impact of emission targets on manufacturer product lines.

We also supply a range of affordable Wheelchair Accessible
Vehicles (WAVs).

Our prices are over 40% cheaper than our external
benchmark, which references the cost of commercial contract
hire quotations.

We engage with manufacturers to support an affordable
proposition across a broad range of vehicles. During the
financial year, we offered vehicles from 30 manufacturers with
over 2,000 vehicle derivatives on the price list. Our approach to
the Powered Wheelchair & Scooter Scheme (PWS) is also to
provide customers with a wide and representative choice.

Protecting the Scheme from abuse

Motability Operations does not play any role in deciding who
is entitled to receive the higher-rate mobility allowances.
However, if customers choose to use their allowance to lease
a vehicle on the Motability Scheme we have a responsibility
to ensure that the vehicle is used appropriately. It is a
fundamental principle of the Motability Scheme that cars
must be used for the benefit of disabled people.

Motability Operations takes steps to remind customers and
business partners of their obligations in this respect. This includes
asking all customers, drivers and car dealers to sign a Statement
of Responsibilities at car handover to confirm they understand
these terms of use. These clear guidelines are designed to
ensure that Motability cars are used for the benefit of the
disabled customer.

Like any organisation of our size, there is inevitably a small
minority of customers who may try to abuse the Scheme.

We work with all stakeholders, including Motability, the DVLA,
as well as the police, to ensure that effective procedures are in
place to protect the Scheme, and to respond appropriately to
allegations of Scheme misuse.

During the past year, we dealt with 20,000 allegations relating
to fraud or abuse of the Scheme. These included cases

of uninsured driving, unauthorised use of Scheme cars,
drink-driving, and even criminal activity, many of which led
to prosecution.

Over 7,500 cases resulted in enforcement action, including over
3,800 customers who had their agreements terminated

and their cars withdrawn. We continue to invest in Scheme
protection activities both to safeguard the reputation of the
Scheme and to protect the proposition for our customers.

We also apply restrictions to the criteria for named drivers and
offer a reduced selection of lower-powered cars available to
younger drivers. Exceptions are considered to address
disability needs.

In situations where none of the nominated drivers live at the
customer’s home, we retain the option to fit trackers into
cars to create a record of customer journeys. In the event of
proposed agreements where the disabled person lives a long
way from the named driver this would also trigger further
investigation. Individual exceptions, such as arrangements
for a daily carer, can be authorised if appropriate.

Fleet insurance arrangements

RSA provide our fleet insurance cover and provide policy and
claims administration activities through its dedicated Motability
unit in Liverpool. However, Motability Operations retains an
element of insurance risk via its reinsurance captive MO
Reinsurance Ltd (MORL) which was incorporated in 2013.

MO Reinsurance Ltd (MORL) - Overview

MORL is a wholly owned subsidiary of Motability Operations
Group plc, which was established for the sole purpose of
reinsuring a proportion of the Company’s fleet insurance
exposure. Standard & Poor’s, under their Group Rating
methodology, assign the Group’s A rating to MORL.

MORL is domiciled in the Isle of Man (IOM) which is a centre
of excellence for reinsurance captives with an appropriate
regulatory regime for a business-to-business reinsurance
structure, reflecting the relationship between MORL and RSA.

The Group structure ensures that any profits realised in the IOM
through MORL are allocated to Motability Operations Group plc
and charged to tax in the UK. The Group has obtained a letter
of non-statutory clearance from HMRC agreeing this principle,
confirming that all profits of MORL are chargeable to tax in the
UK and that it does not benefit from a lower level of taxation
than would be incurred if the captive were based in the UK.

MORL's net exposure is contained through a conservatively
structured reinsurance programme which was successfully
renewed during the year, thereby continuing to limit the
Group's potential financial exposure.

Financial performance is outlined in the Finance Director’s
review on page 37; this evidences the financial benefit of the
arrangement with lower claim volumes through the national
lockdown being recognised immediately within the Group
(and affording a £50 rebate payment to all customers).
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Operational review continued

Our suppliers

We provide a significant and stable route to market for car
manufacturers and we regard our partnership with them as
extremely valuable to the Scheme; during the year we
accounted for over 9% of UK car registrations.

We have achieved 93% brand availability based on market
share, providing our customers with access to over 2,000 vehicle
derivatives, delivered through a network of almost 5,000
Motability-approved car dealerships.

While we take responsibility for the overall customer
experience, around 18,000 trained Motability specialists
employed by the car and PWS dealerships conduct the primary
face-to-face relationship with the customer. The Motability
Dealer Partnership (MDP) programme is regularly refined to
ensure that customers receive a consistently high level of
service in the car dealerships. Feedback from our independent
customer satisfaction surveys confirms that this investment

in the MDP programme has been successful in delivering
improvements that have led to a better customer experience
at car and PWS dealerships.

Dealers continue to work closely with us to improve awareness
and understanding of the Scheme and provide a warm welcome
for Motability Scheme customers. The impact of Covid-19 has
been a challenge for dealerships but we recognise their
commitment and flexibility in continuing to provide excellent
service and ensure any contact has been carried out in a
Covid-secure manner.

In delivering the Scheme, we work closely with partner
organisations, including RSA, Europcar, RAC and Kwik Fit,

and this has been especially important through the lockdown
restrictions of Covid-19 during which time we worked closer
than ever to ensure any impacts on our customers were limited.

While cost control is critical, we take careful steps to make
sure that this does not affect the quality of service provided.
We work closely with our service providers to ensure that
they maintain our required standards, and routinely carry
out supplier reviews to monitor performance against key
performance indicators, ensuring that suppliers implement
action plans where necessary. We include insurance, roadside
assistance and tyre replacement services on our Customer
Satisfaction Index, enabling us to benchmark and align the
performance of every provider.

Remarketing

During the financial year ended September 2020, we sold over
185,000 cars through our market-leading online process and
augmented by a proactive auction programme.

Our online sales channel, ‘mfldirect’, is available to certified
trade subscribers, through which they may buy vehicles online
24 hours a day, seven days a week. This route to market has
several advantages over physical channels, including its lower
cost and supporting a more targeted approach that increases
the average value of disposals.

Recent investment has delivered a modern and sustainable
platform that will underpin opportunities to enhance our digital
offering as we respond to changing market dynamics and
customer requirements. We listen carefully to our remarketing
customers and in an independent satisfaction questionnaire
our customers rated our remarketing team at 96% for trust.

Through ‘mfldirect’ we have established an efficient and
competitive sales environment which ensures that we both
maximise our sales return and minimise disposal costs. Online
sales accounted for 78% of all disposals during 2020. Cars that
do not sell online are usually routed to auction and sold at one
of our branded events.

Through the versatility of our remarketing strategies and
proactive engagement with our buyer base, the remarketing
team has delivered an excellent performance in 2020,
contributing to significant gains.
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Environment

We know that our customers are keen to look for greener choices.

However, given their limited mobility, public transport is, for
them, rarely a viable option. We therefore aim to ensure that a
range of lower-emission, higher-MPG vehicle choices is available
(which in turn are more cost-effective for our customers).

We continue to take a proactive approach to managing our CO,
emissions agenda with several initiatives that provide
information and choice for our customers:

* Introducing alternative vehicles with lower CO, emissions,
including electric vehicles

* Making attractive, low-CO, cars available in all vehicle
categories on the Scheme (the price list highlights at least
two low-CO, vehicles in each vehicle category)

+ Featuring green choices (low-CO, vehicles) in all our
promotional mailings

+ Providing practical advice to help lower motoring costs and
CO, emissions in our customer publications, our annual
customer newsletters and through our website.

In line with the wider UK market, following sustained negative
media in relation to diesel engines and NOX emissions, the
demand for these vehicles has continued to decline with a
corresponding increase in demand for petrol and alternative
fuel vehicles.

Legislation to reduce vehicle emissions, including the UK
government’s plan to bring forward the ban on new diesel and
petrol cars to 2030, will lead to increased choice and improved
affordability of alternatively fuelled vehicles. As the majority of
our fleet vehicles are on three-year lease agreements these
market profile changes will be reflected relatively quickly in our
fleet profile (similar to the reduction in the volume of diesel
cars over the past few years).

Our approach to meeting our environmental responsibilities
also extends to the management of our internal infrastructure.
In terms of premises, we run a continuing programme of
capital investment to ensure that our plant and equipment
remain energy-efficient and we actively aim to recycle an
increasing proportion of our waste. We recently refurbished
our premises to ensure that our buildings are exemplary from
a disability accessibility perspective and meet the highest
environmental standards.

We encourage employees to minimise their environmental
footprint through use of video-conferencing facilities,
promoting lift-share arrangements and membership of the
Government’s Cycle to Work Scheme.

Customer experience

We focus on providing customers with a worry-free
experience and, though we have over 630,000 customers,
ensure individual customers’ disability-related requirements
are appropriately considered.

We commission an independent research agency to conduct
bi-annual customer surveys covering all key customer contact
points on the Scheme. The latest results demonstrated our
enduring commitment with an overall customer satisfaction at
97%, indicating first-rate levels of customer service.

Our customer call centre plays a pivotal role in supporting our
customers. The strong customer satisfaction results are in no
small part attributable to the consistent service levels delivered
by the call centre, with the most customer queries resolved
during their first call.

Initiatives designed to support and enhance the customer
experience include:

+ Working with mental health charity Mind to improve our
understanding of how best to support customers with mental
health conditions and to develop resilience training for our
customer service teams in handling more difficult or
emotionally challenging calls

+ Improving customer communications, including a ‘News and
Views' section on our website and monthly customer email
programme

+ Removal of standard Interactive Voice Recognition (IVR) with
customers able to reach a real person quickly when needed
and web chat for customers who are unable, or prefer not,
to use the telephone

+ Availability of an online ‘car search’, which gives customers a
user-friendly and readily navigable tool to find the vehicle
that best meets their needs

+ Flexibility to ensure that 99.9% of customers take delivery of
their new vehicle on the day they hand back their old one

+ Afull range of adaptations and conversions as options at the
point of vehicle selection.

Excellent service underpins our customer recommendations
and renewal rates at the end of lease. In fact, 98% of customers
say they would recommend the Scheme to friends or family.

Measurement of our disability expertise is inherently more
subjective and difficult. However, we continue to place
significant focus on ensuring that we meet this goal, both as a
customer service organisation and in our role as an employer.

Examples include:

+ The use of a Specialised Mobility Team to support the
delivery of the PWS Scheme proposition
+ Displaying vehicle accessibility information on our website

+ The availability of targeted specialist publications including
the Wheelchair Accessible Vehicle (WAV) Guide

+ The Car Price Guide includes images of cars with accessibility
considerations, an ‘automatics’ column and images to help
customers visualise the types of cars available

+ Awarded ‘Disability Confident Employer’ accreditation.
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Delivering for customers when it matters

Callum’s story

O To view Callum’s story online please visit
https://news.motability.co.uk/inspiration/callums-story-the-motability-scheme-has-impacted-all-of-us/

“The Motability Scheme has impacted all of us.
It allows us to have a car that suits Callum’s needs
and the family’s needs... we have a car that's reliable,
it's safe, if anything happens they (the Scheme) look
after you, they sort the servicing... there are a lot of
things you have to manage when you have a child with
a disability, but this is one less thing to worry about.”

Gail
Callum’s mum

16-year-old Callum is a wheelchair racer and has
been on the Motability Scheme since 2008. He lives
with his parents and two brothers, Ewan and Jamie,
in Fife, Scotland.

When it came to choosing a car there was a lot to consider; with
three growing boys, and all of Callum’s equipment, the family
needed a car with plenty of space. Before settling on a SEAT
Alhambra, the family went on a test drive and took Callum’s
racing wheelchair with them to ensure that it would fit in the
boot; in fact, they even used their Scheme car to drive to
Callum'’s first wheelchair race in London!

Now, Callum is just starting to learn how to drive; so, the family
are looking at new cars to find a vehicle that would best suit
Callum. Callum has a spinal cord injury, and is paralysed from
the chest down, so when considering his new Scheme car, he’'ll
also have to consider adaptations that will allow him to drive
without using his legs. Gail can’t wait for Callum to start driving:
“The freedom, the independence it'll give him, it'll make such a
difference...it can be isolating to have a disability but having his
own car will make a huge difference to his life.”

Callum shares his mum'’s enthusiasm and says that once he
gets his licence he plans to drive to Edinburgh with his friends:
“I'm definitely looking forward to driving and my parents not
having to take me everywhere; | can just go myself, which will
be good!”
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Section 172 Companies Act 2006

Compliance with Section 172 Companies Act 2006

This S172 statement, which is reported for the first time, explains how the Board of Directors:

- have engaged with employees, suppliers, customers and others; and

+ have had regard to employee interests, the need to foster the company’s business relationships with suppliers,
customers and other, and the effect of that regards, including on the principal decisions taken by the company

during the financial year.

The S172 statement focuses on matters of strategic importance to the Group, and the level of information disclosed is

consistent with the size and the complexity of the business.

When making decisions, each Director ensures that he/she acts in the way he/she considers, in good faith, would most likely
promote the Group'’s success for the benefit of its members as a whole, and in doing so have regard (among other matters) to:

S172(1)(A)

“The likely consequences of any decision in the
long term”

The Directors understand the business and the evolving
environment in which we operate, including the challenges of
navigating through the impact of the pandemic, the changing
customer base, ESG agenda and transition to mobility as a
service. Based on the Group’s purpose to provide customers
access to affordable, worry-free mobility, the strategy set by the
Board, and refreshed annually, is intended to strengthen our
position as a leading provider of mobility solutions to disabled
persons while keeping safety and social responsibility
fundamental to our business approach.

$172(1)(B)

“The interests of the company’s employees”

The Directors recognise that our employees are fundamental
and core to our business and delivery of our strategic
ambitions. The success of our business depends on attracting,
retaining and motivating employees. From ensuring that we
remain a responsible employer, from pay and benefits to our
health, safety and workplace environment, the Directors factor
the implications of decisions on employees and the wider
workforce, where relevant and feasible.

More information on this can be found within the “People and
culture” section on pages 22-26.

$172(1)(C)

“The need to foster the company'’s business
relationships with suppliers, customers and others”

Delivering our strategy requires strong mutually beneficial
relationships with suppliers, customers, Motability and
investors. Supplier engagement and ongoing supplier
management is supported by the Company’s Purchasing policy
and governance provided by the Supplier Management
Committee, the terms of which are reviewed and approved
periodically. The Board continuously assesses the priorities
related to customers and those with whom we do business,
and the Board engages with the business on these topics,
within the context of its strategy and investment proposals.

Moreover, the Directors receive information updates on a variety
of topics that indicate and inform how these stakeholders have
been engaged. These range from information provided from the
strategy refresh, strategic projects, initiatives (digital customer

account, CSI) and investment proposals.

$172(1)(D)

“The impact of the company’s operations on the
community and the environment”

The Board supports the Company’s goals and initiatives with
regard to reducing adverse impacts on the environment and
supporting the communities that it touches. Please see page 63
of our Governance Report (Principle 6, stakeholders) for details
and our SECR Report on page 79. The Board will give further
consideration in 2021 to climate change and further measures
that could contribute to reducing our impact on the environment.

We continue to take a proactive approach to managing our CO,
emissions agenda with a number of initiatives that provide
information and choice for our customers and we meet our
environmental responsibilities by managing our internal
infrastructure and creating a work environment which looks to
minimise our carbon footprint. Details of our initiatives and
approach can be found in the Environment section at page 45 and
a copy of our Statement of carbon emissions in compliance with
Streamlined Energy and Carbon Reporting (SECR) is at page 79.
Motability Operations is registered with the Carbon Trust.

S172(1)(E)

“The desirability of the company maintaining a
reputation for high standards of business conduct

”

Motability Operations is committed to establishing and
maintaining a framework of corporate governance that
facilitates management in making decisions within an
appropriate framework of control that promotes high standards
of business conduct. Our reporting against the Wates Principles
has been included on pages 57 to 64. Throughout 2021, the
Board will continue to review and challenge how the Group can
improve engagement with its employees and stakeholders.

$172(1)(F)

“The need to act fairly as between members
of the company”

After weighing up all relevant factors, the Directors consider
which course of action best enables delivery of our strategy
through the long term, taking into consideration the impact on
stakeholders. In doing so, our Directors act fairly as between
the Group’s members but are not required to balance the
Company's interest with those of other stakeholders.
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Section 172 Companies Act 2006 continued

Culture

The Board recognises that it has an important role in assessing
and monitoring that our desired culture is embedded in the
values, attitudes and behaviours we demonstrate, including in
our activities and stakeholder relationships. The Board has
established inclusion, empathy, forward thinking, excellence
and empowerment as Motability Operations’ core values.

Our key employee policies, including Bullying & Harassment,
Disability Confidence, Diversity, Grievances and Health & Safety
help everyone at Motability Operations act in line with these
values and comply with relevant laws and regulations. Our
Health and Safety Statement is designed to help protect people
and the environment. We also strive to maintain a diverse and
inclusive culture.

The Board considers the HPO Survey to be one of its principal
tools to measure employee engagement, motivation, affiliation
and commitment to Motability Operations. It provides insights
into employee views and has a consistently high response rate.
The Board also utilises this engagement to understand how
survey outcomes are being leveraged to strengthen Motability
Operations’ culture and values.

Stakeholder engagement (including employee
engagement)

The Board recognises the important role Motability Operations
has to play in society and is deeply committed to public
collaboration and stakeholder engagement. This commitment
is at the heart of Motability Operations’ strategic ambitions.
The Board strongly believes that Motability Operations will only
succeed by working with customers, business partners,
investors and other stakeholders. Working together is critical,
particularly at a time when society, including businesses,
governments and consumers, faces issues as complex and
challenging as the pandemic.

Approved by the Board of Directors on 16 December 2020 and signed on its behalf by:

Frephoi b

Rt. Hon. Sir Stephen O'Brien KBE
Chairman

Matthew Hamilton-James
Interim Chief Executive Officer
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Risk management

Our dynamic and robust approach

Through our comprehensive risk management processes we
continually identify and assess the potential risks that we face.
Having understood the nature of these risks, we ensure that we
have effective mitigation in place to reduce these exposures.

At Motability Operations, we recognise that sound risk
management is fundamental to the successful and sustainable
operation of the business. It is a core commitment that our
approach protects the interests of customers and seeks to
ensure that risks are managed sufficiently to avoid financial,
reputational and operational shocks to the business.

Our approach to risk management is both dynamic and robust,
aiming to ensure that we identify, quantify and manage all
material risks. Our risk framework is enshrined within our
day-to-day activities and our governance framework, which is
overseen and managed by our Risk Management Committees.

We have a Director with specific responsibility for risk, as well
as a dedicated Risk Management function. The business’s
appetite for risk is managed through a comprehensive and
independently verified Risk Appetite Framework.

We make certain that, through our policies, our approach
and our activities, we meet standards of behaviour that fall
within boundaries that are consistent with our agreed level
of risk appetite.

Risk management framework

Risk identification and monitoring

We have designed our risk management framework around
the ‘three lines of defence’ approach to risk governance.
Consistent with this approach, we have a dedicated Risk
function that is integral to co-ordinating, monitoring and
advising on control activities.

This holistic approach encompasses all material risks,

with clearly identified accountabilities and responsibilities

for risk management, control and assurance. As such,

risk management is incorporated as a core part of effective
business planning and capital management. The responsibility
for managing the risks and control activities sits firmly within
the first line responsibilities.

We regularly review our risk management framework to ensure
that it remains appropriate to the business and its strategy.
These updates include regular assessments of risks and
controls, including the update of risk registers, and early
identification of any emerging risks to the achievement of

our stated objectives.

The framework is designed to identify and mitigate risks to the
business and its operation, which has been proven through an
unprecedented year.

We are now working to ensure our approach remains aligned
with the revision to the three lines of defence approach
published by the Chartered Institute of Internal Auditors (IIA) in
July 2020.

We have designed our risk management framework around the ‘three lines of defence’ approach to risk governance.

1st line of defence

. . and procedures
Primary risk management P

action plans

2nd line of defence - Risk department activities

Risk control

..........................

..........................

..........................

+ Policies and procedures, e.g. Authorities Manual

.....................................................

-+ Controls designed into processes + Project risk identification and

management processes

+ Control Self-Assessments and control » Directors’ Risk Assessments

.....................................................

- Directors’ and Heads of Function
Annual Accountability Statements

+ Company Performance Report and KPIs
 Activities of the Board and Committees

.....................................................

+ Follow-up of agreed recommendations + Internal audit reviews
against implementation deadlines and

subsequent reporting
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Risk management continued

Principal risks

Key Risk 1. Residual values 2. Insurance risk

We provide our customers with a fixed price
over their lease term, predominantly covering
a three-year period; this underpins our most

Insurance is the second biggest risk we face, and as
we fix this cost for our customers for between three
and five years our exposure is larger than is typical

Description

significant risk as we underwrite the exposure to
unforeseen and material movement in the market
value of second-hand vehicles.

Total residual value risk is measured as the
difference between the forecast values used for
pricing and the net proceeds we ultimately realise
on disposal.

in the market.

Net impact*

Net likelihood*

Risk status @ @
Change to + Anincreased risk status is primarily linked to the - An established reinsurance captive, managed
risk status long-term impact of Covic_i—19_, the uncertainty throggh a wholly owned subsidiary (MORL), .
around Brexit and potential impacts on the UK continues to deliver a robust and cost-effective
used-car market insurance solution
Potential + Volatility in profitability, reserves and pricing + Financial impact of claims exceeding priced
impact + Potential impact on affordability and choice expectations . .
+ Failure of a reinsurer could transfer risk back to
Motability Operations
+ Legislative changes (e.g. Ogden rate changes)
How we + Sophisticated in-house residual value setting + Conservatively placed reinsurance programme
mitigate and forecasting process effectively limits the Group’s net risk
+ Risk capital management for asset risk using - Risk capital in place to cover net risk
Economic Capital principles + Access to extensive expertise
* Market-leading remarketing approach - Diversification of supply across highly
rated reinsurers
Link to + The setting of residual values is one of our core - Ourinsurance arrangement has been carefully
strategy competencies. Our strategic approach ensures designed to ensure that the structure delivers

that we invest appropriately to maintain a
market-leading capability (in terms of people,
methodology and technology)

value for customers and is sustainable into
the long term

*  Net assessment incorporates mitigating controls.

Key

Low Medium High VeryHigh Increasing Stable Decreasing

DI I R R R I I R I I R R
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50 Motability Operations Group plc | Annual Report and Accounts 2020



Key Risk

3. Treasury risk 4, Supplier failure

The availability of sustainable funding and liquidity
is critical to our ongoing operation. This continues
to be challenging since the ‘credit crunch’ with
scarcity of competitive funding affecting many
businesses. Risks include those associated with
exposure to interest and exchange rate movements,

Our core product offering is delivered through
contracts with key suppliers who provide the
vehicles, the vehicle insurance services, roadside
assistance, and tyre and windscreen replacement
services. The failure of a key supplier would create
difficulty for customers and potentially have

Description

podai 21891e1S

liquidity, funding, counterparty and operational risk.

significant financial implications as we
seek alternative service providers.

Net impact*

Net likelihood*

Risk status @ @
Change to + An increased risk status is linked to the impact + Appropriate due diligence processes are in
risk status of Covid-19 and the uncertainty surrounding place to ensure that we continue to engage with
Brexit on the financial markets as well as the partners and suppliers on a commercial and
potential impact to the UK credit rating sustainable basis
Potential -+ Potential impacts include volatility in + Compromised customer service provision
impact funding costs, with knock-on effects on and potential financial impact of securing
lease pricing, and lack of availability of growth alternative supplier
or replacement funding - In case of a manufacturer failure, likely
impairment of residual values and threatened
availability of parts and warranties
How we + Majority of funding on fixed rates or fixed through  + Strong supplier relationships and communication
mitigate interest rate and/or foreign currency swaps + Active monitoring of credit ratings and
- Balanced portfolio of funding maturities and market announcements
diversification into bond market + Diversification of supply
+ Maintenance of strong credit rating - Diversified portfolio
* Robust treasury system, controls and governance - Temporary revision of payment terms through
Covid-19 to support key suppliers
Link to + The strategic pillar of ensuring long-term + Through our annual strategic review we assess
strategy sustainability guides our approach to the performance and stability of all main Scheme

determining treasury policy, which is designed
to be ‘vanilla’ and risk-averse

suppliers, including contingency planning in the
event that a major failure occurs

Key

Low Medium High VeryHigh Increasing Stable Decreasing

............................................................

............................................................
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Risk management continued

Key Risk

5. Operational

6. Cyber risk and information security

Description

The efficiency of our business is key to delivering
excellent customer service and also ensuring we
maximise and protect the value of our assets.

Cyber risk and information security are key
priorities for the business. We have a sophisticated
layered approach to IT security and have
implemented initiatives to enhance controls.

We continue to monitor the ever-changing nature
of the external threats faced and have established
controls and an ongoing programme of
development in this area.

Net impact*

Net likelihood*

Risk status @ @
Change to + The ongoing investment in our strategic IT + The risk status is linked to a general increase in
risk status road map continues to .replace lggacy systems, the threats faceq by all com pa}nigs, particqlarly
enhancing controls which have improved the through the Covid-19 pandemic, in protecting
risk status. information and maintaining system stability
Potential + Potential financial and reputational risk + Potential impacts to customer and stakeholder
impact - Risk of business disruption confidgnce. . . .
+ Potential financial and reputational risk
* Risk of business disruption
How we + Robust control environment + Information security framework aligned to best
mitigate - Active monitoring and testing of Business practice and industry standards
Continuity and Disaster Recovery plans + Designated data protection officer
+ Focus and investment in IT infrastructure + Ongoing employee awareness programme
providing a stable and resilient operating - Cyber Insurance and Incident Response plan
platform in p[ace
+ Controlled and governed process changes to
support the business through Covid-19
Link to + We ensure that we make appropriate strategic + Customer confidence in the Scheme underpins
strategy investments in our infrastructure, systems our strategy

and processes

The strategic pillar of ensuring long-term
sustainability ensures compliance with
key regulation

*  Net assessment incorporates mitigating controls.

Key

Low Medium High

Very High  Increasing Stable Decreasing

DI I R R R I I R I I R R
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Key Risk

Description

7. Credit risk

Customers assign their allowances to us, and this is

paid directly from the DWP. As a result, the credit
risk is considered to be low. If the Government did

transfer responsibility of payment to the customer,
as with Housing Benefit under Universal Credit, MO

could be exposed to significant credit risk.

8. Business continuity

Business operations are reliant upon people,

and the systems and activities performed by

our employees in conjunction with our key
suppliers and partners. Any major and sustained
disruption to these business activities caused

by fire, flood, extreme weather, contamination,
business systems, telecommunication or a natural
or physical disaster such as a pandemic could have
a significant impact on the customers and the wider
business objectives.

Net impact*

Net likelihood*

Risk status @ @
Change to + An increased risk status reflects potential + Anincreased risk status reflects the challenges
risk status impacts from a UK sovereign credit rating the business has faced in relation to the last year
change and the devolution of disability benefits in light of the Covid-19 pandemic.
to Scotland.
+ We have an excellent working relationship with
the DWP and Social Security Scotland both
of whom who are engaged in ensuring that
our processes operate in an effective and
efficient manner.
Potential - Potential impact on cash inflows and + The impact of a continuity event could have
impact consequent write-off to income statement severe operationfi!, financial and reputational
effects on our ability to operate the Scheme.
How we + Principal income stream received directly from + Well-established continuity response plans
mitigate DWP - therefore minimal credit risk iqcluding home-working, system resilience and
+ Residual credit risks are managed through disaster recovery
credit assessments and an effective credit + Dedicated cross-functional Business Continuity
control function Committee in place
+ Controlled and governed process changes to
support the business through continuity events.
Link to + The assignment of customers’ allowances + Investment in our infrastructure ensures the
strategy directly to the Group is a fundamental strategic effective and efficient operation of the Scheme

underpinning of the effective and efficient
operation of the Scheme

and long-term sustainability in providing
excellent customer service.

Key

Low Medium High

Very High  Increasing Stable Decreasing

DI I R R I I R I R R R N P R P I I I I I ARSI A
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Risk management continued

Capital adequacy and Economic Capital

Although the Group is not regulated for capital purposes,

our approach to balance sheet management aligns with best
practice, with the overarching objective being to ensure that we
have the financial resilience to withstand economic turbulence
without compromising the customer offering. The Group holds
capital in the form of ‘restricted reserves’ to provide the
necessary financial shock-absorber against the majority of
unexpected loss to ensure sustainability into the long term.

The Group uses Economic Capital (EC) principles to determine
the appropriate level of capital.

The EC process involves undertaking a comprehensive
assessment of the material risks and evaluated potential
impacts the Group faces given its core activities. This enables
us to determine an appropriate level of capital required to
protect the Scheme from potential shock events.

The EC approach encompasses all material risks and the
ability to recover from a shock, delivering an outcome that
management views as reasonable and prudent in the context
of the impact that failure of the Scheme would have on our
customer base.

We undertake an annual review of our Economic Capital
requirement and the key underlying assumptions inclusive

of new or emerging Company-specific or wider environmental
factors which are considered to have a bearing on the Group’s
capital requirements.

In line with NAO recommendations, Motability (the Charity)
initiated an external review from Oliver Wyman, to examine our
capital modelling methodology, our applied risk appetite and
confidence levels and to benchmark our capital reserves levels
against near-comparable companies. The review confirmed the
appropriateness of Motability Operations’ Economic Capital
approach and supported the Group’s application of a 99.99%
confidence level (or one in ten thousand loss event), given
Motability Operations’ unique risk profile. There were some
recommended future developments to the EC within the
modelling of specific risks which have been addressed as part
of a wider development exercise undertaken by MO in 2020.

Motability commissioned Oliver Wyman to undertake an
independent follow-up to their 2019 review, focussing on the
previous recommendations made and to assess more generally
the development of the EC model since their previous review.

Whilst Oliver Wyman's review is still in progress they

have shared their key conclusions and observations

to date, which noted the “improved quality of the economic
capital framework and that all material changes are sound”
and that MO’s assessment of capital is “within a range of
justifiable outcomes”.

MO remains committed to ensuring that the economic capital
approach remains appropriate, aligns to best-practice and
continues to evolve and develop, and therefore looks forward
to receiving Oliver Wyman'’s final report in 2021. MO'’s Board
will consider any follow-up recommendations in this report
fully when assessing future refinements to the economic
capital model.

Calculating Economic Capital requirement

Where applicable we use our own data and experience and
independently reviewed statistical models to calculate EC
requirements to a 99.99% confidence interval. We adopt a
scenario-based approach with management judgement to
provide a severe but plausible assessment of remaining risks.

Having defined the EC requirement, our policy is to maintain a
buffer that provides an appropriate contingency to this
minimum capital requirement.

The selected confidence level is more prudent than the
minimum requirements in certain regulatory environments
(Basel Ill at 99.9%; Solvency Il at 99.5%). However, we have
maintained a consistent and transparent approach to capital
management and have regularly sought independent review to
validate our approach which reflects a limited capacity to raise
new capital or readily take actions to de-risk or diversify.

We apply a correlation matrix to allow for diversification across
risks leading to a 24% reduction in our risk assessment for 2020.
This is in addition to the diversification impacts within the
different risks themselves. Post diversification, the economic
capital requirement, as assessed through modelling, stands at
£2.1 billion.

At the financial year end, the Group’s closing capital position
(represented by restricted reserves on the balance sheet of
£2.3 billion) was considered by Directors to be sufficient and
appropriate given the current and emerging potential risks
faced by the Scheme.

The largest risk MO is exposed to is the unforeseen and material
movements in the value of used cars.

Forecasting residual values

An estimated residual fleet value of £6.2bn means that even a
1% error in our forecast equates to a £62m financial exposure
for MO. To provide some market context, used-car values in the
UK dropped by 22% in 12 months during the 2008/09 financial
crash, demonstrating the volatility and complexity in estimating
future used-car values in support of fixed customer pricing and
revaluing our fleet.

We seek to recruit and retain the expertise to develop
our processes, supported by leading third-party experts.
We combine econometric modelling techniques with car
industry expertise with our aim to ensure that customer
pricing is based on a fair and reasonable assessment of
future market values.

In 2019, an independent third-party, end-to-end assessment
provided objective assurance of our forecast process, stating
“MOQ’s forecasting approach uses sophisticated techniques, is
robust, fit-for-purpose and aligns to forecasting best practice”.
Whilst they confirmed there was “no evidence of systematic
bias that results in either under- or over-forecasting” the
review did highlight some minor recommendations that MO
will implement as part of our ongoing refinement to the
forecasting process.

Whilst the level of uncertainly is a challenge for all forecasters
working with a long forecast horizon (over three years),

we have a strong track record of outperforming alternative
market benchmarks.
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Risk Appetite Framework

Our risk management approach is supported by the use of a
clearly defined Risk Appetite Framework (RAF) within which we
have formalised risk reporting to provide effective line of sight
to management.

The framework builds on our strong risk management culture
and aligns our strategic planning and risk management
activities. The RAF captures the business’s risk appetite against
all key risk components and leverages our governance culture
to provide an alert system against the set appetite levels which
includes over 140 risk metrics.

The development of this framework drew on best practice and
is subject to periodic internal and external review.

The responsibility for monitoring and review of the RAF has
been included within our governance framework.

Our risk appetite is reviewed and set by Directors on at least
an annual basis, utilising information from strategic planning,
risk management activity and business objectives.

High-level

High-level enterprise-wide risk appetite statement, measures and limits

Directional

Key risk driver and related risk appetite statements, measures and limits

Specific

Principles and policies to operationalise risk appetite

Detailed

Detailed risk appetite measures and limits

Based upon a top-down hierarchy derived from the
\/ strategic plan and objectives and risk strategy

.....................................................

Articulation of high-level statements and limits aligned

\/ to strategic risk objectives such as Earnings Volatility;
Embedded Value; Financial Strength; Infrastructure;
Reputation etc.

.....................................................

Analysis of high-level limits to identify and set limits against
\/ key risk drivers so as to give directional steer to business

..................................................

“The comprehensive Risk Appetite

Framework ensures that there is a

clear linkage between our strategic

planning, business model,
performance monitoring and risk
management activities.”

Strategic plan, business model,
objectives and risk strategy
v

Risk
appetite

\ V4
Business dimensions

\/ Documentation of specific minimum standards; principles

and ‘dos and don'ts’ for inclusion in the business policy and
risk assessment documentation

.....................................................

Mapping of directional limits to detailed business

\/ management information so as to tie together the top-down

and bottom-up

.....................................................

\/ The framework is then used to inform the key business

dimensions including: business model, customer profile,
control measures, concentrations, competitive position,
and financials

.....................................................
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Risk management continued

Viability Statement

Whilst the Company is not required to comply with the 2018 UK
Corporate Governance Code the Directors have voluntarily
considered provision 31 as if it applied and have assessed the
prospects of the Company over a longer period than the 12 months
required by the ‘Going Concern’ provision. The Directors have
assessed Motability Operations Group plc's viability over a
three-year period to September 2023.

A three-year period is considered to be an appropriate period
for the viability review for the following reasons:

+ Over 95% of customers take up a three-year lease product,
and given the Group’s objective of providing sustainability
and affordability to customers, it is appropriate to assess the
Company'’s viability across a period in which existing
contractual obligations to customers can be fulfilled; and

+ Linked to this, over 95% of the Group’s existing residual value
risk will unwind across this same time period.

This assessment has been made taking account of the current
position of the Group, its core three-year lease product,
corporate planning process and the Group’s key risks and risk
appetite as detailed in the Strategic report on pages 27 to 35

In making their assessment, the Directors took account of the
Group's current financial and operational positions, as well
as broader external risks and uncertainties that may impact
the operation.

The financial assessment focused on capital adequacy and
liquidity under a range of stress scenarios, such as delayed/
failed bond issuance and varying levels of fleet volume. The
review includes a specific assessment of severe but plausible
reductions in residual values related to economic impacts from
significant additional waves of Covid-19 infection, and/or the
lack of a trade agreement between the UK and the European
Union being effective by 1 January 2021. As detailed in the
Finance Director’s review (page 39) the FY2020 financial position
includes £131m of accelerated depreciation and impairment
charges related to specific overlays that consider downside
projections for a ‘no deal’ Brexit and significant further waves of
Covid-19 infection. The total projected impact on residual
values, and ultimately cash receipts, from these two specific
overlays equates to £208m (see note 2 on page 96).

From an operational perspective, stress scenarios test the
Group's ability to continue to provide affordable leases and
consistent service levels across a three-year period. These
financial and operational reviews provide Directors with
appropriate confidence in making this viability statement.

The Directors also assessed the Group’s ability to meet its
outstanding bond and bank debt liabilities:

+ The Group will be required to repay a bond in June 2022
(£400m). Directors assess that the Group has access to
sufficient liquidity to make this repayment from existing cash
balances (see page 40, cash and funding) and its committed
bank credit facilities of £1.5bn in the event that refinancing in
the debt capital markets is not viable.

+ Whilst it is noted that the longer-term nature of these
obligations can extend significantly beyond the three-year
period adopted for this viability review, the Directors are
satisfied that lenders are not only provided with robust
protection through the relevant documentation, but that the
Group will have the resources to meet these obligations
under the full range of stress scenarios referenced above.

In making this statement, the Directors have made the following
key assumptions:

+ Customers will continue to be treated fairly and enjoy

worry-free motoring including excellent support and service

throughout the UK

Motability Operations will continue to provide a broad

selection of affordable vehicles that meet the needs of

its customers

Motability Operations will continue to generate a level of

profitability that is adequate to protect the Scheme from

economic shock, whilst also covering any growth in the

capital requirement and protecting affordability of the

price list

Motability Operations will continue to minimise the impact of

market volatility through maintaining a robust balance sheet

and appropriate level of reserves

Motability Operations will continue to minimise the impact of

financial volatility through effective realisation and

management of residual values

Motability Operations will continue to maintain access to

funding with sufficient headroom to meet its financing needs

+ Motability Operations will continue to focus and invest
appropriately in IT infrastructure to ensure that a stable and
resilient operating platform is maintained.

The Directors have therefore concluded that, based on the
extent of the corporate planning process and strong financial
positions, there is a reasonable expectation that the Group has
adequate resources and will continue to operate and meet its
liabilities as they fall due over the period of their assessment
and for the foreseeable future.
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Corporate governance report

Corporate governance report

For the year ended 30 September 2020, under The Companies
(Miscellaneous Reporting) Regulations 2018, the Company has
applied the Wates Corporate Governance Principles for Large
Private Companies (published by the Financial Reporting Council
(“FRC”) in December 2018 and available on the FRC website).

Principle 1
Purpose and Leadership

Motability Operations was established in 1978 to deliver the
Motability Scheme, under contract to Motability the national
charity (which is responsible for oversight of the Scheme). We
provide mobility to almost 635,000 customers with a wide range
of different disabilities, providing an opportunity to achieve
freedom and independence.

Our purpose is
“To give our customers access to
affordable, worry-free mobility”

Our goals defined by our strategic pillars to ‘ensure long-term
sustainability’, ‘build our customer and disability expertise’,
‘provide value and choice’ and ‘improve reach and awareness’
set out a clear framework within which we align our business
objectives, strategic initiatives, performance targets and
business planning. Our people positioning principles, culture
and values form the bedrock to deliver these objectives.

Our values of ‘inclusion’, ‘empathy’, ‘forward thinking’,
‘excellence’ and ‘empowerment’ are central to delivering

and meeting the needs and expectations of our customers.
We embrace diversity which enables us to have a wide variety
of approaches and perspectives, enhancing performance and
creating value for customers.

The Group’s purpose, goals and values were formalised

as part of the strategy refresh during 2020, and were
communicated to the wider workforce through the Interim
CEQ’s roadshows which took place in June 2020. It builds on
Motability Operations’ commitment to good corporate
governance and social responsibility.

As we do not pay shareholder dividends we can focus purely
on delivering for our customers, with profits available for
reinvestment to support their current and future needs.

In addition, we may also donate to Motability (the Charity),
supporting their broader aim to enhance the lives of disabled
people with transportation solutions.

Principle 2
Board Composition

The Board comprises a Chairman, Chief Executive, Finance
Director, four Non-Executives Directors and six Independent
Non-Executive Directors. This size and composition is
appropriate given the size and complexity of the business.

The Group has a separate Chairman and Chief Executive to
ensure that the balance of responsibilities, accountabilities and
decision making across the Group is effectively maintained.

The responsibility of the Independent Non-Executive Chairman
includes leading the Board and ensuring its effectiveness. This
includes setting the agenda for Board meetings, promoting a
culture of openness and debate and, with the assistance of the
Company Secretary, arranging for the Directors to receive
timely, accurate and clear information ahead of

Board meetings.

The Chief Executive is responsible for leading and managing the
business on a day-to-day basis with authorities delegated by
the Board, and is accountable to the Board for the financial
and operational performance of the Group. This day-to-day
management is effected through the Executive Committee,

with the Chief Executive as Chair.

The Non-Executive Directors combine broad business and
commercial knowledge to enable them to challenge and
contribute to the development of our strategy. They bring an
independent judgement to all business issues through their
contribution at Board and Committee meetings. The Chairman
is satisfied that the Independent Non-Executive Directors are
independent in both character and judgement.

The Board meets at least on a quarterly basis, in December,
March, June and September. The agenda will typically include
a review of the Company Performance Report (including a
financial and operational review), a Chief Executive’s update,
and Audit, Remuneration and Nomination Committee updates.
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Corporate governance report continued

Corporate structure

Shareholders’ Agreement

Barclays 19.99%
. HSBC 19.99%
Debt providers Shareholders Lloyds 39.98%
RBS 19.99% .
Law Debenture Trust 0.05% :
Third-party debt
financing
Motability
........................ > Operal‘.lons Group plC
100% 100%

Motability MO Reinsurance

Operations Limited Limited

The Board's responsibilities
Matters reserved for the Board include:

+ Promoting the success of the business

» Approval of strategy proposed by the Executive Committee

« Approval of financial reporting and controls

+ Ensuring maintenance of a sound system of internal control and risk management
+ Approval of major capital projects

+ Ensuring adequate succession planning for the Board and senior management

+ Undertaking reviews of its own performance and that of other Board committees

+ Approval of Group policies

+ Approval of the structure and terms of reference of the Board committees.
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Our Board

The Directors of the Company who were in office at the date of signing the financial statements were:

Chairman

Rt. Hon. Sir Stephen O'Brien KBE
Independent Non-Executive Chairman

Stephen was appointed as Non-Executive Chairman of Motability Operations Group plc on 1 April 2019.

Chair and member of Nomination Committee.

Executive Directors

Matthew Hamilton-James
Interim Chief Executive

Matthew was appointed as Finance Director of Motability Operations Group plc on 1 October 2016 and Interim Chief Executive

on 1 April 2020.

Non-Executive Directors

Barry O'Byrne

Non-Executive Director

Barry was appointed as a Non-Executive Director of
Motability Operations Group plc on 1 October 2017
(alternate - Michael Hordley, appointed 1 February 2018).
Member of Audit Committee.

Lisa Bartrip

Non-Executive Director

Lisa was appointed as a Non-Executive Director of

Motability Operations Group plc on 1 November 2017 (alternate
- Stephen Bolton, appointed 1 November 2017).

Member of Audit Committee.

Chris Davies

Independent Non-Executive Director

Chris was appointed as an Independent Non-Executive Director
of Motability Operations Group plc on 1Jul 2020.

Member of Audit Committee and Remuneration Committee.

Alison Hastings

Independent Non-Executive Director

Alison was appointed as an Independent Non-Executive Director
of Motability Operations Group plc on 1 June 2018.

Daniel Meredith Jones

Non-Executive Director

Daniel was appointed as a Non-Executive Director of Motability
Operations Group plc on 7 September 2016. (alternate - Simon
Amess, appointed 01 December 2019).

Member of Audit Committee and Remuneration Committee.

Simon Minty

Independent Non-Executive Director

Simon was appointed as an Independent Non-Executive
Director of Motability Operations Group plc on
1September 2018.

Designated Employee Non-Executive Director and member
of the Remuneration Committee.

Ruth Owen

Independent Non-Executive Director

Ruth was appointed as an Independent Non-Executive Director
of Motability Operations Group plc on 1 June 2018.

Ruth Prior

Independent Non-Executive Director

Ruth was appointed as an Independent Non-Executive Director
of Motability Operations Group plc on 1 March 2018.

Chair of Audit Committee and member of the

Remuneration Committee

Neill Thomas

Senior Independent Director

Neill was appointed as an Independent Non-Executive Director
of Motability Operations Group plc on 1 September 2014 and
Senior Independent Director on 7 June 2018.

Member of Audit Committee, Nomination Committee

and Chair of the Remuneration Committee.

Paul Thwaite

Non-Executive Director

Paul was appointed as a Non-Executive Director of
Motability Operations Group plc on 30 September 2016
(alternate - Peter Lord, appointed 30 September 2016).
Member of Audit Committee.

Jo Pentland

Group Company Secretary

Jo was appointed as Company Secretary of
Motability Operations Group plc on 20 March 2008.
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Corporate governance report continued

Principle 3
Director Responsibilities
Accountability

At Motability Operations, we believe that good governance
supports open and fair business, ensures that the Group has
the right safeguards in place and makes certain that every
decision it takes is underpinned by the right considerations.
Good governance is inseparable from our objective to run a
high-performing business, delivering long-term value to our
customers. It is critical for the Board that we have a clear
strategy; strong and appropriate risk control; and the right
people in place to ensure this is effectively overseen and
delivered. We have a strong culture of control, and all Executive
Directors and Heads of Function sign an accountability statement
setting out expectations. This document (accountability statement)
shares goals and objectives for the year, and provides the
framework for performance assessment at an individual level.

Effective governance is fundamental to our aim of delivering
outstanding performance, providing long-term stability and
offering enduring value to customers. The Board’s role is to
provide clear and informed judgement in determining business
strategy; to maintain a framework of prudent and effective
controls to mitigate risk; and to have the best team in place to
deliver excellent business outcomes.

Clearly defined lines of accountability and delegation of
authority alongside well-established policies and procedures
in respect of financial planning and reporting, the preparation
of monthly management accounts, project governance and
information security, all form part of our internal control
systems that ensure the accuracy and reliability of financial
reporting. The disclosures within the Annual Report and
Accounts are reviewed by the Executive Directors and functional
heads to ensure they reflect the developments within the
Group and meet the requirement of being fair, balanced

and understandable. The effectiveness of our Governance
Committees was confirmed following a review and assessment
of the performance, and all Company policies were also
reviewed and relaunched.

We comply with the relevant provisions of the Companies Act
2006, the Financial Conduct Authority’s (FCA) Disclosure and
Transparency Rules and with its Listing Rules applicable to a
company with wholesale debt admitted to trading on the
London Stock Exchange’s regulated market. Our subsidiary,
Motability Operations Limited, is governed by and complies
with the requirements of the FCA for Consumer Credit.

Motability Operations’ culture and people are core to its
achievements, and we are committed to recruitment and
retention of an engaged and motivated workforce. We are fully
pledged to key representation on the Board, and aim to provide
a strong balance and diversity of expertise, skills, experience
and objectivity. The Company’s culture, complexity and the
scale of risks faced, as well as its annual performance, are all
integral measures in addressing remuneration. Motability
Operations regularly reviews remuneration against the market,
and makes use of pay and benefit programmes which support
the achievement of its objectives. The Company’s values are
fundamental to delivering excellent performance, and this is
exhibited at the most senior level.

Committees

The Board delegates authority for day-to-day management of
the company to the Executive Committee which meets monthly.
The Executive Committee is chaired by Matthew Hamilton-
James, Interim Group Chief Executive, and includes Gareth
Everson, Interim Finance Director; lan Goswell, Commercial
Director; Jo Pentland, Corporate Services and HR Director;
Ashley Sylvester, Risk & Business Systems Director; and

Julie McManus, Company Secretary.

The Executive Committee met 12 times during the financial year
and it has delegated authority from the Board to:

+ Manage the day-to-day business operations of the Group and
its subsidiaries

+ Develop and set strategic objectives

+ Agree policy guidelines

+ Agree the Group’s budgets and plans and, once these are
adopted by the Board, be responsible for achieving them

+ Ensure appropriate levels of authority are delegated to
senior management

+ Ensure the co-ordination and monitoring of the Group's

internal controls and ensure that activities undertaken are

conducted within the Group’s risk appetite

Safeguard the integrity of management information and

financial reporting systems

+ Approve key supplier agreements

+ Ensure the provision of adequate management development
and succession, and recommendation and implementation of
appropriate remuneration structures

+ Develop and implement Group policies through the
Governance Committees (Asset & Liability Management;
Financial Risk Management; Risk Policy & Compliance;
Supplier Management; Project Management; Pricing Policy;
and Customer Management) and MO Reinsurance Ltd Board

+ Agree internal authority limits and control.

The Executive Committee is kept informed and updated by the
subordinate Governance Committees and the MO Reinsurance
Ltd Board, and monthly Executive Committee packs are sent
to the Non-Executive Directors for information. The Executive
Committee reports quarterly to the main Board and there is

a standard Board agenda item which allows any Director to
comment or ask questions on the content of the Executive
Committee packs. The performance and strengths of the
Executive Committee are evaluated periodically and individual
members’ performance is assessed annually.

The Independent Non-Executive Directors are wholly
independent in that they have no material business or
relationship with the Group that might influence their
independence or judgement. In addition, certain governance
responsibilities are delegated to other Board committees
(Audit Committee, Remuneration and Nomination Committees).
These committees include both Non-Executive Directors and
Independent Non-Executive Directors, who support effective
decision making and independent challenge.
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Governance structure

Motability

Operations | Group plc

Executive
Committee

Financial Risk  Risk Policy & Pricing Asset & Supplier Customer Project MO

Management  Compliance =~ Management Liability Management  Management Management  Reinsurance
Committee Committee Committee Management Committee Committee Committee Ltd Board
Committee

Integrity of information

The Board receives regular and timely information (at least monthly) on all key aspects of the business including financial
performance of the business, strategy, operational matters, risk and opportunities, health and safety, all supported by Key
Performance Indicators (KPIs). The key financial information is collated from the Group's various financial reporting systems.

The finance function is appropriately qualified to ensure the integrity of this information and has access to necessary training to
keep them up to date with regulatory changes. The financial statements are currently externally audited by KPMG LLP on an annual
basis, and financial controls are reviewed by the Group’s internal audit function.

Other key information is prepared by the relevant internal function. Processes for collecting data, as well as reporting of that data,
reviewed on a cyclical basis by the internal audit function with quarterly reporting to the Audit Committee.
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Corporate governance report continued

Principle &4
Opportunity and Risk

The Board seeks out opportunity whilst mitigating risk.

Opportunity

The business revises its strategic plan annually, setting the
agenda for achieving affordable, worry-free motoring for
customers over the long term. The updated plan is cascaded
widely throughout the business, which means individuals,
teams and divisions can identify clearly how their goals

fit with the Company objectives. The Directors develop a
good understanding of the business’s operations and
external environment and are therefore well-placed to take
informed decisions.

This year’s extensive strategy review focused on optimising the
existing proposition alongside building capabilities to develop
our customer digital roadmap and vehicle remarketing
platform. This provides a clear line of sight towards ensuring
that our high performance is maintained and fully sustainable.

We continue to take a proactive approach to managing our CO,
emissions agenda with a number of initiatives that provide
information and choice for our customers and we meet our
environmental responsibilities by managing our internal
infrastructure and creating a work environment which looks to
minimise our carbon footprint. Details of our initiatives and
approach can be found in the Environment section at page 45
and a copy of our Statement of carbon emissions in compliance
with Streamlined Energy and Carbon Reporting (SECR) is at
page 79. Motability Operations is registered with the Carbon Trust.

Risk

At Motability Operations, we recognise that sound risk
management is fundamental to the successful and sustainable
operation of the business. It is a core commitment that our
approach protects the interests of customers and seeks to
ensure that risks are managed sufficiently to avoid financial,
reputational and operational shocks to the business. Our
approach to risk management is both dynamic and robust,
aiming to ensure that we identify, quantify and manage all
material risks. Our risk framework is enshrined within our
day-to-day activities and our governance framework, which is
overseen and managed by our Risk Management Committees.

We have an Executive Director with specific responsibility

for risk, as well as a dedicated Risk Management function. The
business’s appetite for risk is managed through

a comprehensive and independently verified Risk Appetite
Framework. We make certain that, through our policies, our
approach and our activities, we meet standards of behaviour
that fall within boundaries that are consistent with our agreed
level of risk appetite.

We have designed our risk management framework around the
‘three lines of defence’ approach to risk governance. Consistent
with this approach, we have a dedicated Risk function that is
integral to co-ordinating, monitoring and advising on control
activities. This holistic approach encompasses all material risks,
with clearly identified accountabilities and responsibilities

for risk management, control and assurance. As such,

risk management is incorporated as a core part of effective
business planning and capital management. The responsibility
for managing the risks and control activities sits firmly within
the first line responsibilities.

We regularly review our risk management framework to ensure
that it remains appropriate to the business and its strategy.
These updates include regular assessments of risks and
controls, including the update of risk registers, and early
identification of any emerging risks to the achievement of

our stated objectives. Further details of our risk management
framework and approach are outlined in the Strategic report
(on pages 27 to 35.)

The Risk Policy & Compliance Committee, consisting of
Executive Committee members and Heads of Function, ensures
that inherent and emerging risks are identified and managed
appropriately and in a timely manner. Its focus in 2020 was on
largely on how the Company responded to the pandemic and
the actions taken against the key priorities of the Group at this
time, namely the health, safety and well-being of employees
and business continuity and the continuation of service
provision to customers. The Committee meets on a quarterly
basis and updates the risk register for any changes to
underlying conditions. The Risk Policy & Compliance Committee
continues to refine and enhance the Company’s risk appetite
framework and risk registers and works to ensure consistency
across operations. The Company'’s principal risks and
mitigation’s are outlined in the Risk Management report (on
pages 49 to 55).

A list of emerging risks is maintained by the Risk Policy &
Compliance Committee and considered at each meeting - an
emerging risk is included on the risk register once its likelihood
and impact of occurrence becomes material to the Company.

The Company’s Strategic report includes key risks that are
monitored by the Risk Policy & Compliance Committee. The risk
register is presented to the Executive Committee and the Group
Audit Committee on a quarterly basis - specific points raised by
either committee are discussed in the subsequent Risk Policy &
Compliance Committee meeting. The Company'’s systems and
controls are designed to manage, rather than to entirely
eliminate, the risk of failure to achieve business objectives and
can only provide reasonable and not an absolute assurance
against a risk materialising.

Our risk appetite is reviewed and set by the Executive Directors
on at least an annual basis, utilising information from strategic
planning, risk management activity and business objectives.

Risk management framework
We have designed our risk management framework around
the ‘three lines of defence’ approach to risk governance:

1st line of defence
Primary risk management

2nd line of defence
Risk control

Please see pages 49 to 55 for more information
on our risk management
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Principle 5
Remuneration

The Remuneration Committee has clearly defined terms of
reference and is responsible for making recommendations to
the Board concerning the Group’s remuneration strategy and
recruitment framework. In doing so, the Committee takes advice
from independent external consultants who provide updates on
legislative requirements, best market practice and remuneration
benchmarking, drawing evidence from across the sector in
which the Company operates and from other relevant sectors.

Motability Operations has a clearly defined strategic agenda
and framework which underpins its core purpose of providing
worry-free mobility to people with a wide range of different
disabilities, offering a wide choice of vehicles at affordable prices.
The strategic framework, represented by the four pillars
(detailed on pages 27 to 35), ensures the alignment of business
objectives, performance targets and business planning.

Our aim is to design a competitive remuneration package that
is sufficient to attract and retain individuals with the necessary
skills, experience and expertise to run a business of the size
and complexity of Motability Operations on a sustainable basis.
Our policy ensures we do not encourage inappropriate
behaviours or actions and we do not reward poor performance
or failure.

In the interests of continued transparency in relation to the
remuneration of the Executive Directors, Motability Operations
voluntarily elects to publish a Remuneration Report. The aim of
the report is to set out the key elements of our Remuneration
Policy that ensure a robust and reasonable balance is achieved
between financial reward and performance. The report also
demonstrates how the Remuneration Policy has been applied in
the current year and the intended approach for the forthcoming
year. The detailed report can be found at page 69.

While we pay equally for equal roles, in 2019 we identified a
mean gender pay gap of 25.6%. Although this represents a
welcome decrease on the previous year, this area continues to
be a focus for the Board, management team and throughout the
Company. The Group is an active equal opportunities employer
and promotes and environment free from discrimination,
harassment and victimisation, where everyone receives equal
treatment and career development regardless of age, gender,
nationality, ethnic origin, religion, marital status, sexual
orientation or disability. All decisions relating to employment
practices (including remuneration) are objective, free from bias
and based solely upon work criteria and individual merit.

Our strategic framework

N

Ensure long-term sustainability
Build our customer and
disability expertise

Provide value and choice

e

Please see pages 27 to 35 for more information
on our strategy and KPIs

LA X X )

Improve reach and awareness

Principle 6
Stakeholders

The Board is clear that good governance and effective
communication are essential on a day-to-day basis to deliver
our purpose and protect the Company’s reputation and
relationships with all our stakeholder community including
customers, employees, suppliers, Motability (the national Charity)
(see pages 4 and 5) and the local communities in which we work.

External impacts

The Board is committed to social responsibility, community
engagement and environmental stability. It achieves this in part
through its commitment to: a culture of zero harm (ensuring the
safety, health and well-being of everyone who works with us);
creating positive environmental and social impact; being an
employer of choice where everyone is valued and respected;
and continuing to ensure the long-term sustainability of the
Scheme. For more information please see our strategic
framework and KPI report from page 27.

Stakeholders

The Board promotes accountability and transparency
with all external stakeholders.

Customers

Customer service is at the heart of our business, and despite
the challenges that the pandemic has presented this has been a
year of strong performance. An independent customer survey
rated satisfaction levels at 9.7 out of 10. Ninety-eight per cent of
customers said they would recommend the Scheme to others,
and 91% chose to renew. We also benchmark services though
the Institute of Customer Service (ICS). This year the ICS once
again recognised our customer service as the highest in our
sector, with an exceptional score of 94.4%, compared with a
sector average of 79.5%.

Motability Operations’ services are rated particularly positively
for ease of doing business. We appreciate that customers have
complex and changing needs, and we approach each as an
individual, looking to understand the specifics of their
circumstances and requirements. Customer service advisers are
trained to take ownership for the customer’s issue, respond
with empathy, and work flexibly to address their needs. We aim
to resolve as many as possible of customer queries in one call,
and over 90% of calls achieve this standard.

We continued our investments across a full programme of
activity that provides direct customer support and underpins
the delivery of excellent customer outcomes.

91%

of customers chose
to renew
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Corporate governance report continued

Employees

We recognise that the calibre and commitment of our people is
key to our success and are committed to creating an excellent
working environment that is safe and promotes a collaborative
business culture that supports diversity, inclusivity, personal
development and respect. We have a number of Key People
Policies (including Bullying & Harassment, Disability Confidence,
Diversity, Grievances and Health & Safety) to meet our objectives.
Read more on People and culture on pages 22 to 26.

We are immensely proud of our culture. It is the foundation
upon which our approach to delivering excellent customer
service is built. Every year, we measure our culture through our
annual employee survey, myView. Facilitated by an independent
global employee research and consulting organisation, our results
are compared against a benchmark of UK High-Performing
Organisations, which we continue to significantly outperform.

In 2020, we achieved a survey response rate of 91%, with
exceptionally high scores in our key measures of engagement,
our values, customer focus, and supportive culture.

Critical to our success is the ability to recruit and retain

the employees who will deliver excellence in their role and

be aligned to our values. We are committed to employing

and retaining the best person for the job, whoever that person
may be. We run a number of programmes across our business
aimed at attracting early talent into our organisation, including
our Graduate Programme, Industrial Placement Programme,
Scholarship Programme, Apprenticeships and work experience
initiatives; see Kumsy's story on page 25. We take pride in our
on-boarding programmes, designed to ensure that each
employee who joins us has an opportunity to meet our Executive
Team and learn about our past, present and future plans.

Developing our internal talent continues to be a priority.
Employee development is supported and encouraged through a
number of routes including formal training, involvement in
strategic initiatives and projects, and through secondments to
other parts of the business. In 2019/20, 42% of our vacant
positions were filled internally. Through our Diversity &
Inclusion Networks, we encourage a work environment where
employees feel valued and free to be their authentic selves. We
pride ourselves on championing and promoting our values at
every level throughout the organisation, and Diversity and
Inclusion forms a key part of our internal and external
recruitment process.

We recognise the importance of supporting employees to look
after their own health and well-being, particularly during the
Covid-19 pandemic. Please see page 23 for further details.

91%

survey response with
exceptionally high scores

@ Suppliers

While cost control is critical, we take careful steps to make
sure that this does not affect the quality of service provided.
We work closely with our service providers to ensure that
they maintain our required standards, and routinely carry
out supplier reviews to monitor performance against key
performance indicators, ensuring that suppliers implement
action plans where necessary. We include insurance, roadside
assistance and tyre replacement services on our Customer
Satisfaction Index, enabling us to benchmark and align the
performance of every provider.

We work with a network of partners, including around 5,000
dealers, to deliver services to customers. Our objective is to
offer consistently good service across the UK, and we provide
training to help dealers become confident in meeting the needs
of customers with a range of disabilities. During the year we
provided operational and disability confidence training for
several thousand dealer Motability specialists, all through an
online platform which was developed rapidly to replace our
usual classroom environment. We are currently making plans to
ensure that our series of dealer business briefings, scheduled
for early 2021 and normally attended by more than 3,000 dealer
managers and specialists across the UK, can be delivered
through effective digital channels.

The Company publishes it payment reporting data bi-annually.
98% of all invoices were paid with its standard payment terms
of 30 days.

Local communities

We actively embrace Corporate Social Responsibility
obligations. This manifests in a number of ways including:

+ Our core focus is to help customers to gain independence
and lead fuller lives through affordable, worry-free mobility

+ We offer our facilities to various disability organisations and
local organisations

+ During the year the Company made charitable donations of
£40,215 to support and sponsor local initiatives directly
through our “myCommunity” programme.

+ We operate a Scholarship Programme providing
financial support and work experience for a number of
disabled students each year and have started an
Apprenticeship Programme.

Delivering when it matters most for our stakeholders

@ Our
customers

e Our 0

partners

Our
people

Please see page 7 for
more information on how
we deliver when it
matters most
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Governance Committees

Audit Committee

The Committee’s terms of reference remain unchanged,
giving delegated authority from the Board to:

+ Review and recommend the annual assurance plan to the
Board and receive progress reports from Internal Audit

+ Oversee all assurance activity and monitor the adequacy and
effectiveness of such activity

+ Review audit reports and monitor management’s progress
against agreed actions

+ Appoint and dismiss the external auditors

+ Monitor the objectivity, independence and effectiveness
of the external auditors, including the sanction of
non-audit work

+ Oversee the operation of the risk management framework,
including the risks identified in the corporate risk register

+ Receive and review periodic reports from the Financial
Risk Management Committee and Risk Policy &
Compliance Committee

+ Review key areas of management judgement which may
have a material bearing on the financial statements
including, but not limited to, the periodic revaluation of
residual values, the assessment of the adequacy of MORL's
insurance reserves and other accounting estimates such as
maintenance accruals and end-of-contract payments

FinanCial OverSight and COﬂtrOl * Receive periodic reports from MORL's Audit & Risk,
o o . . Underwriting and Investment Committees to ensure that risk
was critical whilst respondlng management within the subsidiary is managed in a manner

consistent with Group policies

+ Consider any substantive control issues arising, including
major control failures or incidents

to changing customer needs.

" + Oversee internal and statutory financial reporting,
. recommending to the Board adoption of the half-year and
Ruth Prior full-year accounts.

Audit Committee Chair . . .
The Committee meets quarterly in advance of meetings

of the main Board, at which the Committee chair reports.
Matters considered on a regular basis during the year included:

+ The Company’s capital position, incorporating the evolution
and quantification of major risks and their implication for
capital requirements, as recorded and measured through the
risk register, to ensure capital adequacy at all times within
the parameters agreed by the Board

+ Atreasury report covering policy and factors affecting
liquidity (including ongoing Group financial performance,
bank finance availability and bond market access) to ensure
that satisfactory liquidity is maintained at all times, within
the agreed policy

+ Progress reports from the responsible Executive Director on
all key aspects of the business

Chris Davies joined the Committee on 1July as an Independent Review of the outputs of and matters considered by the

Non-Executive Director, following the end of David Smith’s term Financial Risk Management and the Risk Policy & Compliance

of office. Committees, presented by the responsible Executive Directors

Internal Audit reports and issue resolution on a quarterly

basis, together with the appropriate resourcing of the

function. No significant issues were encountered

+ Reports on any significant control failures or incidents
over the previous quarter, and resolution to the
satisfaction of the Committee.

The Audit Committee comprises three Independent Non-
Executive Directors and four shareholder-appointed Non-
Executive Directors and Motability (the Charity) has observer
rights. In my capacity as an Independent Non-Executive Director
| chair the Committee, with other members during the year
being Lisa Bartrip, Chris Davies, Daniel Meredith Jones, Barry
0'Byrne, Neill Thomas and Paul Thwaite. Executive Directors,
other members of senior management, the Head of Internal
Audit and the external auditors (KPMG LLP) are in attendance
where appropriate, together with senior representatives of
Motability, the Charity.
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Governance Committees continued

Other matters on which the Committee focused specifically at
intervals during the year included:

» Received updates and considered how the Group has
responded to the pandemic and the actions taken against
the key priorities of the Group at this time, namely the health,
safety and well-being of employees and business continuity
and the continuation of service provision to customers

+ Received updates on the outcome of the external reserves
forecasting review. The review concluded that there was
no systemic bias in the RV forecasting process, the approach
to forecasting follows best practice, the Asset Risk team
have a deep understanding of the subject matter, the RV
forecasting approach is appropriate and fit for purpose going
forward and that the approach makes best use of data from
external providers

+ Received updates on the strategic project to rebuild the
Economic Capital model which will deliver an enduring
approach to the model, data validation and bench-marking of
the Group’s Economic Capital requirements

+ Reports were received from management on a continued
proactive programme of security initiatives, including the
outputs from the Cyber Incident Management response
exercise and how these are being factored into Group’s cyber
incident plans as part of Group’s ongoing programme of
Cyber Security assurance

» Presentations from the respective chairs of MO Reinsurance
Limited’'s (MORL) Underwriting, Investment and Audit &

Risk Committees

» Regulatory and legal compliance obligations, with continued
focus on ensuring compliance with the General Data
Protection Regulation (GDPR) and FCA Consumer Credit
compliance and the delineation of responsibility between the
Legal function and the newly established business
compliance function

- Validation of the annual risk review process, including a
review of how the major risks are presented to ensure greater
consistency of internal and external risk reporting, a clear
demonstration of trends/changes in risk, with explicit links to
potential impacts to the business model and strategy

+ The potential impact on residual values arising from
sustained negative sentiment towards diesel vehicles and the
economic uncertainty related to the UK's exit from the
European Union and the impact of the pandemic

- Establishment of a revised Internal Audit plan that will see
business-as-usual audits that have been rated ‘green’ being
audited at a key control level, with the focus of the internal
audit function moving towards advisory engagements in key
strategic areas

+ The decision to produce a Management Statement in light of
the impact of the Covid-19 crisis and the unprecedented
uncertainty around assumptions critical to delivering a
robust financial report was considered in depth at the
Committee’s May meeting

+ The financial statement for the full year which is considered
in depth at the Committee’s December meeting, with the
benefit of a detailed report on the findings of the external
auditors, KPMG, who are in attendance to present their report
and respond to questions. In issuing unqualified reports in
the year ended 30 September 2020 the auditors provided
appropriate assurance and identified no matters of material
concern either to themselves or to the Committee.

Significant financial reporting/judgements and changes in
relation to the Group’s financial statements considered by the
Committee are set out on page 67.

In recognition of the importance of evaluating its own
effectiveness, the Committee undertook a review in 2020
covering members’ experience and knowledge in the
context of changing demands in the key aspects of its work.
The results of this evaluation confirmed the Committee’s
underlying effectiveness, and provided useful insights for
future challenges.

During the financial year ended 30 September 2020, the 2019
external audit of Motability Operations Group plc by KPMG LLP
was reviewed by the FRC's Audit Quality Review (AQR) team. The
AQR routinely monitors the quality of audit work of certain UK
audit firms through inspections of sample audits and related
procedures at individual audit firms. There were no key findings
arising from the review. The AQR highlighted two good practice
observations in relation to the Group oversight of the Isle of
Man component and the audit of the residual value of used
cars. The Audit Committee and KPMG LLP have discussed the
review findings and the Committee was satisfied with the
outcome of the review.

Lo R

Ruth Prior
Audit Committee Chair
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During the year, the Committee considered the following significant financial reporting judgements and changes in relation to the
Group’s financial statements and disclosures, with input from management, Internal Audit and the external auditor:

Key judgements in financial reporting

Audit Committee review and conclusions

Residual values

The estimation of the residual values of the vehicle

fleet is subject to a number of economic, industry and
portfolio-specific factors. Volatility and/or inaccuracy in
estimating residual values could have a material impact on the
Group's reported financial position.

+ The estimation of residual values is identified as a key
business risk and was subject to regular scrutiny and review
by the Audit Committee during the year.

+ The Audit Committee reviewed management’s accounting
estimates of residual values as part of the financial reporting
cycle to understand and evaluate assumptions and estimates.

+ Both Internal Audit and KPMG as the external auditor
provided assurance to the Audit Committee that the
residual value forecasting process was undertaken in
a controlled manner.

+ The Audit Committee was satisfied that residual
value estimates were appropriate and processes
well controlled.

Insurance reserves

Insurance reserves are set aside in anticipation of insurance
claims where accidents in the Group’s cars have occurred
but are yet to be reported. The assessment of these claims
results in a provision being recognised, which will affect

the reported financial result. The Group’s assessment of
insurance reserves is based on a detailed independent
actuarial assessment.

+ The Group’s assessment of insurance reserves was initially
reviewed by the MORL Underwriting Committee and MORL
Board to consider the appropriateness of the methodology
and assumptions applied.

« The approach adopted was discussed and subsequently
validated by the Audit Committee.

+ The Audit Committee was satisfied that the estimate
of insurance reserves was appropriate and processes
well controlled.

Other accounting estimates

Other areas of accounting estimates include maintenance
accrual and end-of-contract payments. Changes in estimates of
future expenditure or pay-out rates may affect the reported
financial result.

+ The Committee assessed accounting estimates as part of the
review process for the financial statements.

+ The Committee discussed the work and findings of Internal
Audit and the external auditor to assess the appropriateness
and robustness of estimates.

+ On this basis, the Audit Committee was satisfied that
accounting estimates were appropriate and processes
well controlled.
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Governance Committees continued

Nomination Committee

We have confirmed that
succession plans are in place
and have appointed a new CEO.

124

Rt. Hon. Sir Stephen O'Brien KBE
Chairman

The Nomination Committee comprises the Non-Executive
Chairman and two Independent Non-Executive Directors.

It is chaired by the Non-Executive Chairman, Stephen O'Brien,
and the other members are Neill Thomas and Ruth Prior.

The Chief Executive and Corporate Services & HR Director
attend where appropriate. The Head of Human Resources acts
as secretary to the Committee.

The Committee meets twice yearly, or at such other times as
required, and has delegated authority from the Board to:

+ Review the structure, size and composition (including the
skills, knowledge and experience) of the Board

+ Review the leadership needs of the organisation, both
executive and non-executive, to ensure the continued ability
of the business to operate successfully

+ Develop and review succession and retention plans for
Directors and other senior managers, taking into account the
challenges and opportunities facing the Company and the
skills and expertise which are needed in the future

+ Review proposals for any new Executive and Non-Executive
Director appointments

- Identify and nominate candidates to fill Executive and
Non-Executive Directors’ roles (including the role of
Senior Independent Director), including the re-appointment
of Non-Executive Directors at the end of their term. In

identifying suitable candidates the Committee will use open
advertising or the services of external advisers to facilitate
the search. The Committee will consider candidates from a
wide range of backgrounds and make decisions on the basis
of merit against objective criteria

Review annually the time required from Non-Executive
Directors to fulfil their responsibilities

Make recommendations to the Board in relation to
membership of the Audit and Remuneration Committees
Approve an Executive Director’s external non-executive
director appointment

Receive the gender balance report

Make recommendations to the Board concerning any matters
relating to the termination of a Director’s contract of
employment or service

Review the Company'’s Early Careers programme

Evaluate the effectiveness of the Committee every two years.

The Chairman of the Company holds meetings with the
shareholders and feeds back any views, issues or
concerns to the Board. There is an ‘open invitation’ to the
Senior Independent Director to attend these meetings

as appropriate.

During the year, the following matters were covered by the
Nomination Committee:

Appointed executive search agencies for the Chief Executive
Officer and the Non-Executive positions

Conducted and concluded the search for the new

Chief Executive Officer and recommended to the Board
Andrew Miller

Recommended to the Board the appointments of Matthew
Hamilton-James as Interim Chief Executive Officer and Gareth
Everson as Interim Finance Director

Commenced and concluded a search for the replacement of
David Smith, who retired at the end of June 2020, and
recommended to the Board the appointment of Chris Davies.
He was also recommended as a member of the Audit
Committee and Remuneration Committee

Approved Andrew Miller's outside non-executive

director appointment

Succession plans for Directors and senior managers were
reviewed and the Committee was satisfied that these were
appropriate and continue to meet business needs

The composition of the Board was reviewed and
recommended to the Board that Ruth Prior be appointed for
a second term commencing 1 March 2021

Agreed the position of the Executive Directors within their
remuneration ranges

Considered the gender balance report

Carried out an evaluation of the Committee and the overall
feedback was that the Committee was run effectively and had
discharged its responsibilities in line with good practice.

Frephoi b

Rt. Hon. Sir Stephen O'Brien KBE
Chairman
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Remuneration Committee

Our aim is to design
a competitive
remuneration package.

124

Neill Thomas

Remuneration Committee Chairman

Letter from the Committee Chairman

I am pleased to present the Directors’ Remuneration Report for
the year ending September 2020.

Linking performance and pay

The aim of this report is to set out the key elements of our
Remuneration Policy that ensure a robust and reasonable
balance is achieved between financial reward and performance.

The report will also demonstrate how the Remuneration Policy
has been applied in the current year and the intended approach
for the forthcoming year.

Remuneration approach

Motability Operations has a clearly defined strategic agenda
and framework which underpins its core purpose of providing
worry-free mobility to people with a wide range of different
disabilities, offering a wide choice of vehicles at affordable prices.

The strategic framework, represented by the four pillars
(detailed on pages 27 to 35), ensures the alignment of business
objectives, performance targets and business planning.

Our aim is to design a competitive remuneration package that is
sufficient to attract and retain individuals with the necessary
skills, experience and expertise to run a business of the size
and complexity of Motability Operations on a sustainable basis.
Our policy ensures we do not encourage inappropriate

behaviours or actions and we do not reward poor performance
or failure.

Current year application

The social and economic impacts of the Covid-19 pandemic
created an unprecedented set of financial and operational
challenges for the Company this year and provide important
context when reviewing performance. Although planned for, at
the same time Mike Betts resigned as CEO, Matthew Hamilton-
James was appointed Interim CEO pending Andrew Miller joining
the Company as the new CEO in January 2021. Remuneration
relating to these appointments is detailed below.

Covid-19 context

As detailed on pages 7 to 9 Motability Operations took swift and
appropriate action to prioritise support for customers and
employees and, as lockdown was eased and the markets
re-opened in June, put programmes in place to maximise the
opportunities in a strong market for used-car sales. Given the
unprecedented nature of the challenges a decision was made to
retain the services of Mike Betts, former CEO, as a consultant to
the Company and for him to lead the business’s response to the
Covid-19 pandemic. The actions taken in this regard underpin
performance across the range of financial and non-financial
measures against which Company performance is assessed.

Annual performance-related payments

Annual performance-related payments are linked to the same
clear and sustainable measures of Company performance,
including the success of strategic projects or initiatives.

Performance against these challenging corporate targets has
been given significant weighting and accounts for 75% of the
Directors’ maximum target bonus payment. The remaining 25%
is aligned to individual objectives that are agreed at the start of
the performance year.

The maximum potential annual performance incentive for

the CEO and Finance Director has been set at 150% and

125% of salary respectively. These maximum levels provide

the Committee some discretion to reward for exceptional
step-change events or performance during the year but ensure
that there is an absolute limit on individual payments that can
be made.

A detailed breakdown of performance against the underlying
metrics is set out in the Remuneration Report Report below;
however, key performance outcomes in the year are set

out below:

+ Customer: A score of 94.4% (2019 : 93.7%) overall satisfaction
in the Institute of Customer Service's UK Customer
Satisfaction Index (UKCSI), compared with a UK all-sector
average of 76.9% and a sector average (Bank & Building
Societies) of 79.5%

+ Culture: Business culture scores, as independently measured
through Willis Towers Watson’s ‘High-Performing
Organisations’ culture survey, significantly outperformed the
UK ‘High-Performing Organisations’ Norm groups across all
11 categories (including a Customer Focus score of 96%
(2019: 95%) and Employee Engagement at 96% (2019: 95%))

+ Financial: Financial metrics in relation to capital adequacy and
liquidity remain in line with target. Current credit ratings are
A/A1 (stable outlooks) from S&P and Moody's respectively.
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Governance Committees continued

Performance against the scorecard, overlaid with a 20% flat
reduction applied at the Committee’s discretion, resulted in a
bonus expressed as a percentage of the maximum potential of
49.1% for Mike Betts and 55.9% for Matthew Hamilton-James,
pro-rated for time in their respective roles for the year. In
considering whether the out-turns were appropriate, the
Committee, as it does each financial year, took into account
performance against individual objectives and that of the Group
as a whole. Having made that determination the Committee
applied a 20% reduction for this year to reflect the challenging
external environment presented by the Covid-19 pandemic.

Bonus deferral and release

To support a culture of long-term decision-making in the
ordinary course of business, 50% of bonus awards are deferred
for a period of three years with performance criteria used to
assess the final release of this payment. In addition, in respect
of this year's bonus awards the Committee introduced an
additional deferral to October 2021 in relation to a further 25%
of bonus awards. Whilst both the Company’s performance and
that of individual Executive Directors has been strong
notwithstanding a unique set of operational challenges, the
Committee believes it is prudent to defer an additional element
of bonus awards until the full uncertainty of the pandemic’s
impact has passed. Overall, this will mean that 75% of the bonus
award in respect of the year will be deferred.

Based on performance in the three year period ended

30 September 2020, the Committee determined that the
underpin conditions attached to deferred bonus awards made
in respect of FY2017 were achieved and as such the awards were
released to the Executive Directors (as noted above).

Remuneration of former CEO

As part of a planned departure, Mike Betts resigned as CEO with
effect from 31 March 2020, remaining as an employee with the
business until 31st May 2020. For the eight-month period to that
date he received his salary, cash in lieu of pension and benefits
as detailed in the Remuneration Report. He also remained
eligible for a pro-rata bonus in accordance with the terms and
conditions of the Remuneration Policy for Executive Directors.

In addition, the Long Term Performance Plan for the CEO was
crystallised and paid in April 2020. He will remain eligible to
receive deferred bonuses in accordance with the underpinning
conditions. He received no compensation for loss of office.

As highlighted above, to address the challenges presented by
Covid-19 and to benefit from his extensive industry and
operational experience, Mike Betts was retained as a consultant
from 1 June 2020 with specific responsibility to lead the
business’s response to the pandemic. This role was terminated,
by mutual agreement, on 20 November 2020 by which time the
business had navigated successfully many of the unique
challenges presented by the pandemic. During the period June
to November 2020 Mike Betts was paid total remuneration of
£321,000 comprising a fee of £3,000 for each day worked and a
bonus of £75,000 determined against a set of specific business
and personal performance targets for the role and representing
75% of the maximum potential bonus opportunity. The role was
non-pensionable and carried no other benefits.

Remuneration of Interim CEO

Upon Mike Bett's resignation as CEO, Matthew Hamilton-James
was appointed Interim CEO. For the period in this role, Matthew
Hamilton-James received in addition to his remuneration as
Finance Director, a “standing-up” allowance of £5,000 per
month. This amount is non-pensionable but is included for the
purposes of bonus determination.

Approach for FY2021

The annual review of the Remuneration Policy confirmed
continued alignment to Motability Operations’ strategy and
business objectives. The Committee is satisfied that no material
changes are required ahead of the next performance year.

The key points to note in relation to the remuneration structure
are set out below.

Salary

The Remuneration Committee determines the salary of each
Executive Director with regard to the role and responsibilities,
the experience of the individual currently undertaking the role,
the criticality of the role and the individual to the business,
performance and market comparatives. Changes are made as
appropriate taking these factors into account and giving due
consideration to increases awarded to the wider workforce.

Annual Performance Incentive

The structure will continue to operate using the same overall
framework as the current financial year with bonuses earned
based on performance against challenging corporate and
individual targets including financial and non-financial
measures. The maximum incentive opportunity for the Interim
CEO will be 150% of salary plus “standing up” allowance.

Core benefits

The Group provides Executive Directors with a number of core
benefits including private medical insurance, life assurance,
travel insurance and a company car (or cash allowance in lieu).

Pension

The Group provides a Defined Contribution scheme contribution
or cash allowance in lieu of pension for Executive Directors. The
normal contribution rate for all employees (including Executive
Directors) is 15% of base salary (other than where legacy
agreements exist). The Interim CEO will receive a cash allowance
in lieu of pension for 2020/21 of 15% of salary.

Remuneration of new CEO

As currently planned, Andrew Miller will join the Company as
CEO in January 2021. Andrew Miller's salary will be £410,000. He
will receive core benefits in line with the policy for Executive
Directors and the Group will provide either a Defined
Contribution pension scheme payment or cash allowance in lieu
of pension of 15% of salary. He will be eligible for a bonus in
accordance with the terms and conditions of the Remuneration
Policy for Executive Directors. The maximum incentive
opportunity for the CEO will be 150% of salary.

Wt rme

Neill Thomas
Remuneration Committee Chair

70 Motability Operations Group plc | Annual Report and Accounts 2020



Remuneration Report

Remuneration Report

Executive Directors’ remuneration

The table below sets out the Directors’ remuneration structure consisting of base salary, annual performance-related pay, long-
term incentive arrangements, core benefits and pension. The amounts for Mike Betts cover six months to 31 March 2020 as CEO and
two months to 31 May 2020 as an employee of the Company, during which time he took on the role of leading the Company’s
response to the Covid-19 pandemic. When his employment ceased on 31 May 2020 he continued in this role as a consultant for the
remainder of the financial year. The amounts for Matthew Hamilton-James cover six months to 31 March 2020 as Finance Director
and six months to 30 September as Interim CEO.

Base salary

Benefits

Pension contribution

Annual performance
incentive paid

Long-term incentive
and vesting of
deferred bonus

Mike Betts - £390k (FY2019: £580k)
Matthew Hamilton-James - £337k (FY2019: £296k)

Matthew Hamilton-James’ salary reflects a salary increase that was effective from 1 January 2020 of
2.5% aligned to a general inflationary increase across the Company and the award of a non-
pensionable ‘stand-up’ salary award, effective 1st April 2020, of £5k per month whilst undertaking the
role of Interim Chief Executive Officer.

A standard range of benefits are provided: Company car, medical insurance and travel insurance.

Comprises payments made into the Company’s non-contributory group personal pension (money
purchase) scheme, plus any payments made in lieu of pensions where the Director has opted to take
taxable income instead of pension contribution entitlements.

Mike Betts - £97k (FY2019: £145k) 25% of salary
Matthew Hamilton-James - £46k (FY2019: £45k) 15% of salary

The maximum potential bonus is 150% and 125% of salary respectively for the CEO and Finance
Director. The bonus is substantially based on key performance measures and individual objectives
set at the start of the financial year with additional consideration given to reflect exceptional
step-change events or performance within the year.

Mike Betts - £72k, representing the cash component (25%) of the bonus award in
respect of FY2020, which paid out at 49.1% of maximum. (FY2019 50% paid
@ £275Kk)

Matthew Hamilton-James - £65k, representing the cash component (25%) of the bonus award in
respect of FY2020, which paid out at 55.9% of maximum. (FY2019: 50%
paid @ £142k)

Payment in the year relates to the release of deferred bonus awards earned in FY2017. The
Committee determined that the performance criteria attached to the awards were met in full and
therefore the award was released.

Mike Betts - £453k (FY2019: £666Kk)’

Matthew Hamilton-James - £103k (FY2019: £95k)

"Mike Betts received an annual retention award of £120k in FY2019. The payment for FY2020 has been
pro-rated to 31 May 2020.

Legacy awards

In addition to the above, as previously disclosed, Mike Betts participated in a five-year Long Term
Incentive Scheme (LTIS), that was introduced in 2010. During 2015, the LTIS was converted into a Long
Term Performance Plan or “LTPP” and it was agreed that any potential benefit from the LTPP would
be deferred for seven years, during which period no additional allocations would be made into the
Scheme and any potential benefit would continue to be linked to stretching financial performance
targets. The LTIS payment crystallised this year following Mike Bett's resignation as CEO, with £1,953k
paid in April 2020.
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Remuneration Report continued

FY2020 outcomes

The table below sets out the remuneration outcomes for the Executive Directors for FY2020

Expenses Vesting of
reimbursed in deferred bonuses

performance and long-term
Base Salary Benefits’ of duties? Pension® incentives® TOTAL

£k 2020 2019 2020 2019 2020 2019 2020 2019 2020 2019 2020 2019 2020 2019

Executive Directors
Mike Betts 390 580 29 26 - - 97 145 72 275 2,407 666 2,995 1,692
Matthew Hamilton-James 337 296 16 16 - - 46 45 65 142 103 95 567 594

1. Benefits include car allowance, private medical cover and travel insurance.

. Certain expenses reimbursed relating to the performance of a Director’s duties are classified as remuneration by HMRC (travel to and from Company
meetings and the related accommodation), so added to emoluments in the month they are paid.

. Pensions benefits comprise payments made into the Company’s non-contributory Group personal pension (money purchase) scheme, plus
payments made in lieu of pensions where the Director has opted to take taxable income instead of pension contribution entitlements.

. Bonus reflects the proportion of the annual award (25%) that is payable for the current year. 25% is deferred for a period of one year. The remaining
50% is deferred for a period of three years. FY2019 Bonus reflects 50% of the annual award, with the remaining 50% deferred for a period of 3 years

. This includes the vesting of payments made in respect of the run-off of the now closed LTIP, LTIS/LTPP and retention incentive schemes disclosed
previously. The first tranche of deferred bonuses, under the revised policy introduced in 2016, were released in December 2019.

N

w

P

(%3]

Annual performance incentive - measurement

Annual performance-related payments are not guaranteed and are linked to clear and sustainable measures of business and
individual performance, with levels of stretch incorporated to encourage and reward outstanding performance.

In the event that ‘threshold performance’ is achieved, then a bonus of up to 25% of salary may be awarded. Threshold criteria
include the achievement of, amongst other measures, the contractual Key Performance Indicators set by Motability. Performance at
this level is regarded as a floor for releasing any potential award up to 25%, whereas higher bonus levels are only receivable in the
event that stretch performance targets are met.

Any bonus award beyond threshold levels must be individually justified in relation to stretch performance criteria directly linked to
a number of corporate objectives including customer service and culture targets which are independently benchmarked against
other high-performing organisations. The Company’s results must outperform these benchmarks for an above-threshold bonus to
be considered.

In terms of corporate objectives, performance is set with reference to customer service, business culture and financial targets as
well as governance, risk management and the delivery of strategic initiatives.

Annual performance incentive awards were based on the Remuneration Committee evaluation of Company and individual
performance across a broad range of criteria and paid out 49.1% of maximum potential award for Mike Betts and 55.9% of the
weighted average maximum potential award for Matthew Hamilton-James reflecting his roles as Finance Director and Interim Chief
Executive. As detailed in the Remuneration Committee Chairman'’s letter, for this year's bonus awards the Committee introduced an
additional deferral to October 2021 in relation to a further 25% of bonus awards.

Mike Betts

12.3% 49.1% 100%

Matthew Hamilton-James

14% 55.9% 100%

Proportion paid in year @ Proportion awarded ® Maximum potential
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Customer service

The Group is targeted to deliver first-class levels of customer
service and excellent value for money. Customer service is
measured through two satisfaction surveys (UKCSI, as reported
on page 69, and an internally commissioned independent
review, see graph below) alongside other measures including
customer renewal rates at the end of lease, perhaps the
ultimate validation. There are also targets for the number of
models available on the price list at ‘nil advance payment’
thereby ensuring that customers can choose from a wide range
of affordable vehicles that meet their disability needs.

Independently measured customer satisfaction (%) 97

88 92

Customer renewal rates at the end of lease (%) 9

~
a
e}
a

Lease affordability - number of vehicles available

at ‘nil advance payment’ 299
100 200

Below target H On target m

Excellent 2020 performance —

Business culture

Business culture is independently benchmarked against a pool
of UK companies with results compared against the UK National
Norm group and the ‘High-Performing Organisations’ (HPO)

Customer Focus (%) 9|6
72 79
Employee Engagement (%) 9%

~
~
(o]
al

Leadership (%) 9|2
60 74
Strategic Implementation (%) 20

58 74
Below national norm W Above national norm

Above high-performing
norm

2020 performance —

Linking performance and reward

o
O 7%
Overall customer satisfaction
Target of >92%

© 91%

Customer renewal rate at the end of lease
Target of >85%

@ >299

Affordable vehicle choice at ‘nil advance payment’
Target of >200

Please see pages 27 to 35 for more information
on our KPIs

Our values and culture

Inclusion Excellence
Empathy Empowerment
Our values are central to
Forward delivering and meeting the
thinking needs and expectations of

our customers.

Please see pages 22 to 26 for more information
on our business culture
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Remuneration Report continued

Financial performance

Financial performance targets are in place to ensure that the
Company remains robust and sustainable through the economic
cycle, thereby safeguarding the future of the Scheme in the long
term. Financial performance measures include the assessment
of capital adequacy, liquidity and cost efficiency. Management
is set targets against these measures. During the year to
September 2020:

+ Capital levels were successfully managed within policy, with
closing capital levels being deemed to be adequate following
an assessment of current and emerging potential risks

+ Treasury management activities ensured that the Company
retained sufficient liquidity capacity to finance 12 months’
growth plus 20% headroom

» The overhead cost base was successfully managed
within budget

- Strategic initiatives were delivered and milestones met.

Individual objectives

In relation to individual performance targets, objectives are
defined each year as part of the annual planning process and
include, in addition to the elements outlined above,
responsibility for the delivery of divisional plans.

In determining out-turns, the Remuneration Committee
considered performance against both the objectives set at the
start of the year and performance in the round over the course
of the year. For the period in question both Mike Betts and
Matthew Hamilton-James demonstrated very strong
performance against their objectives and in managing the
organisation through both the CEO transition and the
unforeseen impact of Covid-19.

Future incentives - Summary table of scheme interests awarded but not yet receivable

Maximum  Value expected

Date of Performance Date vesting value at vesting

Deferred bonuses awards period receivable £k £k
Mike Betts Oct 2017 2017-2020 Dec 2020 263 263
Oct 2018 2018-2021 Dec 2021 264 264

Oct 2019 2019-2022 Dec 2022 275 275

Oct 2020 2020-2021 Oct 2021 72 72

Oct 2020 2020-2023 Dec 2023 143 143

Matthew Hamilton-jJames Oct 2017 2017-2020 Dec 2020 121 121
Oct 2018 2018-2021 Dec 2021 132 132

Oct 2019 2019-2022 Dec 2022 142 142

Oct 2020 2020-2021 Oct 2021 65 65

Oct 2020 2020-2023 Dec 2023 130 130

All of the above are subject to malus and clawback provisions.

Deferred bonuses cannot increase in value. However, these can reduce in value depending on performance criteria.

Non-Executive Directors’ remuneration

The Non-Executive Chairman and the Independent Directors receive a base annual fee which reflects time commitment. In addition,
the Independent Directors’ receive fees for chairing the Audit Committee and the Remuneration Committee.

The remuneration for the Non-Executive Chairman, the Senior Independent Director and the Independent Non-Executive Directors
typically changes in line with overall changes implemented for employees. In light of the Covid-19 pandemic, it was deemed
appropriate, and subsequently approved by the Board, that Non-Executive remuneration should not be increased.
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Total remuneration

The table below summarises the total remuneration for the Group Executive Directors and Independent Non-Executive Directors of
Motability Operations Group plc in line with the Remuneration Policy.

Expenses Vesting of
reimbursed in deferred bonuses
performance and long-term
Salary Benefits’ of duties? Pension® Bonus* incentives® TOTAL
£k 2020 2019 2020 2019 2020 2019 2020 2019 2020 2019 2020 2019 2020 2019
Executive Directors
Mike Betts" 390 580 29 26 = 97 145 72 275 2,407 666 2,995 1,692
Matthew Hamilton-James 337 296 16 16 = 46 45 65 142 103 95 567 594
David Gilman™ - - - - - - - - - s - -
Independent Non-Executive
Directors
Sir Stephen O'Brien
(Chairman)™ 152 88 - - 3 - - - - - - 152 91
Neill Thomas 75 73 - = = - = - = - = 75 73
Ruth Prior 65 64 - = = - = - = - = 65 64
David Smith" 38 50 - = = - = - = - = 38 50
Ruth Owen 49 49 - - - - - - = - - 49 49
Alison Hastings 49 49 - = 1 - = - = - = 50 50
Simon Minty 50 49 - = = - = - = - = 50 49
Chris Davies” 17 - - - - - - - - - - 17 0
Neil Johnson (ex-Chairman)™ - 89 - 14 - - - - - - - - 103
Joe Hennessy™ - 33 - - - - - - - - - - 33

1. Benefits include car allowance, private medical cover and travel insurance.

2. Certain expenses reimbursed relating to the performance of a Director’s duties are classified as remuneration by HMRC (travel to and from Company
meetings and the related accommodation), so added to emoluments in the month they are paid.

3. Pensions benefits comprise payments made into the Company’s non-contributory Group personal pension (money purchase) scheme, plus
payments made in lieu of pensions where the Director has opted to take taxable income instead of pension contribution entitlements.

4, Bonus reflects the proportion of the annual award (25%) that is payable for the current year. 25% is deferred for a period of one year. The remaining

50% is deferred for a period of three years.

5. This includes the vesting of payments made in respect of the run-off of the now closed LTIP, LTIS/LTPP and retention incentive schemes disclosed
previously. The first tranche of deferred bonuses, under the revised policy introduced in 2016, were released in December 2019.

Membership of the Remuneration
Committee

Members of the Remuneration Committee are appointed by the
Group Board, on the recommendation of the Nomination
Committee and in consultation with the Chairman of the
Remuneration Committee. The majority are Independent

Non- Executive Directors. During 2019 the Committee members
were Neill Thomas, who chaired the Committee, Daniel Meredith
Jones, Sir Stephen O’Brien, Ruth Prior, Simon Minty (from
October 2019), David Smith (until June 2020) and Chris Davies
(from June 2020)

All Directors served throughout the year unless marked " (and prior year unless marked **). Of the Board’s Non-Executive Directors, only the
Chairman and Independent Non-Executive Directors receive remuneration.

The Chief Executive and Corporate Services & HR Director
attend the Committee (but are absent for any discussion about
their own remuneration). The HR Operations Manager acts as
secretary to the Committee. The Corporate Services & HR
Director provides subject matter expertise to the Committee as
required in its consideration and application of the Company’s
Remuneration Policy. Individuals are not involved in any
discussions or decisions which directly relate to their own
performance or remuneration.

motabilityoperations.co.uk 75

9JUBUJIBA0D



Remuneration Report continued

Responsibilities of the Remuneration
Committee

The Remuneration Committee has delegated authority from the
Group Board to review and approve, for Motability Operations
Group plc and its subsidiaries:

+ The overall positioning of competitive remuneration with
reference to market data

+ Base salaries and increases for the Executive Directors

- Design, terms and eligibility of performance-related pay
schemes including annual awards and any long-term incentives

+ Whether any circumstances exist which would result in the
need to withhold or claw-back any element of variable pay

+ The policy for pension arrangements and other benefits for
the Executive Directors

« The remuneration arrangements on appointment of a
new Executive Director, including any buy-out awards
(if applicable)

+ The policy on exit payments for Executive Directors and the
remuneration terms of exit on departure of Executive Directors

+ The broad policy for the remuneration of all employees,
the implementation of which is delegated to the Executive

-+ Oversight of the Gender Pay Gap reporting in accordance
with the Equality Act 2010 (Gender Pay Gap Information)
Regulations 2017. The third Gender Pay Gap report,
highlighting a mean pay gap of 25.6% compared to 29.6% the
previous year, was published in April 2020. Our gender pay
gap continues to be driven by gender imbalance influenced
by a number of factors including: the competition for female
talent in specialist technical roles and a large proportion of
females in our customer contact centre where roles are
offered on flexible shift patterns (for further detail please
refer to the People and culture pages from 22 to 26)

Following each Remuneration Committee meeting, the Committee
reports to the Group Board and works closely with the Audit
and Nomination Committees. The terms of reference of the
Remuneration Committee are reviewed annually and approved
by the Group Board.

The effectiveness of the Committee is evaluated at least every
two years. A review was undertaken in October 2020 with
positive feedback being received from the Committee members
concluding that the Committee was effective and had
discharged all its duties and responsibilities.

Advisers

The Committee draws on the expertise of external independent
specialists for benchmarking, advice on best practice and to
confirm that a well governed process is applied. In accordance
with the Remuneration Policy which states that the
remuneration advisers should be reviewed every three years,
a review took place in 2020. The review was overseen by a
Committee comprising the Chair of the Remuneration
Committee, the Corporate Services and HR Director and the
Head of HR. Following completion of the review and
recommendation to the Remuneration Committee, Deloitte
were awarded the role with effect from March 2020.

Activities of the Remuneration Committee
during the year

The Committee met five times in the financial year ending
30 September 2020 and its main activities during the year in
respect of the remuneration of the Executive Directors were to:

+ Review and agree the remuneration package of the new
Chief Executive

+ Review and agree the “stand-up” payments for the Interim
Chief Executive and Interim Finance Director

+ Review and agree any changes to base salaries and annual
performance-related payments

+ Consider whether any of the underpinning conditions relating
to the release of deferred bonus payments apply

+ Review pension and benefits

+ Review Executive remuneration ranges with reference to
market data

+ Consider Executive remuneration in light of the
Covid pandemic

+ Consider the recommendation arising from the review of
remuneration advisers and appointment of new advisers

- Review the Remuneration Policy to ensure best practice.
+ Evaluate the Committee’s effectiveness.
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Directors’ Remuneration Policy

Executive Director Remuneration Policy

The Group’s policy is to establish and maintain levels of pay
and benefits which facilitate the achievement of its objectives.
The Group regularly reviews its remuneration against the
market to ensure that it is competitive over the long term,

is able to attract talent, and incentivises and encourages
retention, whilst at the same time ensuring it does not
encourage inappropriate behaviours and actions. Remuneration
is very clearly linked to overall business strategy, with Group
targets set in the context of both annual and longer-term
objectives and milestones. Individual objectives are aligned

to the achievement of the Group’s annual objectives

(both financial and non-financial), the delivery of the

strategic agenda and the demonstration of core values.

Each Executive Director receives a copy of the Strategic Review,
the Annual Operating Plan (describing corporate and divisional
objectives and budgets), together with an Accountability
Statement setting out performance expectations in respect

of a range of matters including risk management, corporate
governance, compliance, adherence to Group policies, diversity,
employee engagement, and fraud and bribery prevention.

The Group’s culture, as defined by the following core values,
is regarded as central to delivering excellent performance:

+ To provide excellence in customer service
+ To be passionate about what we do

+ To have a high-performance culture

» To think and act commercially

+ To be friendly, flexible and facilitating.

The performance of the Group, its culture and the risks facing
the organisation are regularly considered when the Board and
the Remuneration Committee address remuneration matters.

Leaving and joining arrangements for
Executive Directors

The Chief Executive and the Corporate Services Director

work with the Remuneration Committee to ensure that
contractual terms on termination, and payments made,

are fair to the individual and the Group and failure is not
rewarded. The remuneration for a new Executive Director
(whether recruited externally or promoted from within the
business) will be based on the experience of the individual and
market comparatives for the role and its responsibilities and
will be consistent with the Remuneration Policy when
determining each element of remuneration.

Other matters

+ Equal & fair pay — The Group’s Remuneration Policy
recognises Equal Pay. The Group is also committed to
paying at least at the level of the current Living Wage
(as calculated by the Living Wage Foundation) for an
individual's base location.

+ Employees — A key underlying principle is that, as far as
practicable and appropriate, decisions in relation to pay and
reward for the Executive Directors should be applied
consistently with the application to other employees.

+ Non-executive appointments at other companies — The Group
considers that the release of Executive Directors to serve as
non-executive directors elsewhere can be beneficial as part
of their ongoing development, enabling Executives to
broaden their experience and expertise. Any potential
appointments are reviewed and agreed by the Nomination
Committee. Under the Group’s Remuneration Policy Executive
Directors may retain any fees received for non-executive
activities.

Basis of employment

All employees (including Executive and Independent
Non-Executive Directors) are paid through payroll, with payments
being subject to PAYE and National Insurance contributions as
appropriate. The Group does not make use of Service Contracts.

Wt

Neill Thomas
Remuneration Committee Chairman
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Other Statutory Information

Other Statutory Information

Non-Financial Information

We aim to comply with the new Non-Financial Reporting
requirements contained within sections 414CA and 414CB of the
Companies Act 2006. We believe that disclosure of non-financial
information is fundamental to understanding how we evaluate
the impact of different social, environmental and ethical issues
and delivering a sustainable business for all our stakeholders.

We have a range of policies and guidance to assess
performance and progress in delivering positive outcomes
for stakeholders.

Environment

We continue to take a proactive approach to emissions and
seek to provide our customers with relevant information to
support their decision when selecting a vehicle appropriate to
their needs; further detail is available on page 45. We also seek
to minimise the footprint of our work environment (see page 79
for details of initiatives and SECR).

Social matters & people

We actively embrace Corporate Social Responsibility obligations
and recognise that the calibre and commitment of our people is
key to our success, requiring a working environment that
promotes collaboration and supports diversity, inclusivity,
personal development and respect. Our approach and key
initiatives are described in further detail on page 64 within our
corporate governance reporting.

Human rights

We aspire to conduct business in a way that values and respects
the individual rights of all stakeholders we work with. We are
committed to building our employees’ and suppliers’ knowledge
and awareness of human rights, encouraging them to speak up
about any concerns without fear of retribution.

Motability Operations has the following policies readily
accessible to all employees:

+ Information Security & Data Protection Policy together with
Data Privacy Notices, Modern Slavery Statement,
Whistleblowing Policy, Pre-employment vetting guidelines,
Anti-Money Laundering and Bribery & Fraud Policy.

We are committed to the highest standards of ethics,

honesty and integrity. Our Anti-Money Laundering and Bribery &
Fraud Policy outlines the expected standard of conduct

that employees, contractors, suppliers, business partners

and third parties are obliged to follow. In addition our Gifts and
Entertainment Policy includes detailed procedures around the
giving and receiving of gifts, hospitality and entertainment.

Customer service and complaints handling
We are committed to delivering excellent customer service.

+ In 2020, the UK Institute of Customer Service (UK ICS)
rated Motability Operations as the highest-performing
organisation in the UK with regard to customer service,
achieving 94.4%

+ Our customer services are UK based and can be reached via a
low cost 0330 number - during the year ending 30 September
2020 they took approximately 968,000 calls

+ Vast majority of calls/enquiries are resolved at the first point
of contact

+ For issues that cannot be resolved at first point of contact,

a team of account managers is ready to assist.

Customer service data

Our customer services team handled 968,000 telephone calls in
the year ending 30 September 2020.

Motability Operations has a customer base of circa 635,000.

Our approach to complaints

Customers are at the heart of everything that we do. However,
if things go wrong we encourage our customers to tell us in
order that we can put things right as quickly as possible.

We have robust processes in place to ensure we handle all
complaints fairly and in a timely manner.

In the UK the Financial Conduct Authority (FCA) requires
consumer credit firms with limited permissions to report on
the number of FCA reportable complaints they receive on an
annual basis, in line with the firm’s financial reporting period.
Motability Operations’ financial reporting period is 1 October to
30 September.

The figure below represents the number of FCA reportable
customer complaints received in the year.

Volume of
Period covered complaints
1 October 2019 - 30 September 2020 2,613
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The lessons learnt from complaints are invaluable to us and we
use these to inform our decision-making and to improve our
processes and customer service.

There are a number of ways we look to ensure that we bring
about service and/or process improvements (if necessary) as a
result of dealing with complaints. These include, but are not
limited to:

- ensuring that we have both a proactive and reactive
approach to service improvement activity

+ ensuring that we can and do make process changes following
individual complaints

= using our root cause analysis programme to review
high-volume complaint areas and look to reduce where
we can/prevent where we can/educate customers
where we can

+ encouraging employees to suggest ideas for service or
process improvement, whether linked to a complaint or not.

Customer satisfaction levels with our
complaints handling

We use customer satisfaction surveys to ask customers how
we handled their complaint. In April 2020 we contacted a
representative sample of customers who had complained to us
between December 2019 and February 2020. They rated us with
an overall score of 9.2 out of 10 for our complaint handling.

There were 57 customers who asked the Financial Ombudsman
Service (FOS) to review a decision made by Motability
Operations in the year ending 30 September 2020. Of the 57
requests for review by customers, the FOS has found in favour
of Motability Operations in relation to 27 of these and 27 are
pending the FOS decision.

Statement of carbon emissions in compliance with
Streamlined Energy and Carbon Reporting (SECR)
Our SECR reporting covers energy use and associated greenhouse

gas emissions relating to gas and electricity, intensity ratios and
information relating to energy efficiency actions.

Total energy consumption incl gas

and electricity 4,416,520 kWh
998,330 kg CO,

7.00 kg CO,

Total CO, emissions

Intensity ratio (total emissions)

Year on year data will be provided in future reports. Future
reporting will also include data in relation to Motability
Operations’ recently acquired Edinburgh office space.

Energy efficiency actions

We are committed to responsible energy management and
will practice energy efficiency throughout our organisation,
wherever it is cost effective. We recognize that climate change
is one of the most serious environmental challenges currently
threatening the global community and we understand we have
arole to play in reducing greenhouse gas emissions.

We have implemented the policies below for the purpose of
increasing the businesses energy efficiency in the current
financial year:

+ Upgraded all office lighting to LED.

+ Installed touchless technologies for toilet flushes and taps
both of which prevent over use of water consumption

+ Installed 13 charging points for electric vehicles at our new
building in Edinburgh, this is in addition to 37 charge points
at our Bristol Campus.

+ Upgraded PCs to more energy efficient laptops

+ Increased availability and encouraged use of video
conferencing.

+ Reduced travel costs by reducing number of face to face
meetings with clients and suppliers.

The methodology used in the calculation of disclosures:

All emissions have been converted and expressed in terms of
their carbon dioxide equivalent using the UK Government GHG
Conversion factors.

Proposed dividend

In accordance with the Shareholders’ Agreement, the ordinary
shareholding carries no rights to income.

Directors’ indemnity

As permitted by the Articles of Association, the Directors have
the benefit of an indemnity which is a qualifying third-party
indemnity provision as defined by Section 234 of the Companies
Act 2006. The indemnity was in force throughout the last
financial year and is currently in force. The Company also
purchased and maintained throughout the financial year
Directors’ and Officers’ liability insurance.
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Directors’ Report

Directors’ Report

The Directors present their Annual Accounts and Reports for the
year ending 30 September 2020. The report must be read in
conjunction with the Strategic report on pages 2 to 56, the
Chairman’s statement on page 14 and the Chief Executive review
on page 17.

For the year ended 30 September 2020, under The Companies
(Miscellaneous Reporting) Regulations 2018, the Company has
applied the Wates Corporate Governance Principles for Large
Private Companies (published by the Financial Reporting
Council (“FRC") in December 2018 and available on the

FRC website).

Engagement with employees

Our employees are the key to our success and we strive to
ensure all employees feel they have a say in how we run the
business. Our engagement with employees is achieved in a
number of ways: the Employee Forum where elected Employee
Representatives and senior management meet regularly to
ensure two-way sharing of ideas and questions; the Diversity
Networking Groups which comprise of the Women'’s Network,
the LGBTQ+ Network, the Disability Network and the Ethnicity
Network. In addition, we conduct an all employee survey which
benchmarks against High Performing Organisations, which
allows employees to make anonymous comments on both their
immediate teams and managers together with the Company as
a whole.

Supplier engagement

We work closely with our service providers to ensure that
they maintain our required standards, and routinely carry
out supplier reviews to monitor performance against key
performance indicators, ensuring that suppliers implement
action plans where necessary. We include insurance, roadside
assistance and tyre replacement services on our Customer
Satisfaction Index, enabling us to benchmark and align the
performance of every provider.
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Directors’ Responsibilities Statement

Directors’ Responsibilities Statement

The Directors are responsible for preparing the Annual Report
and the Group and parent Company financial statements in
accordance with applicable law and regulations.

Company law requires the Directors to prepare Group and
parent Company financial statements for each financial year.
Under that law they are required to prepare the Group financial
statements in accordance with International Financial Reporting
Standards as adopted by the European Union (IFRSs as adopted
by the EU) and applicable law and have elected to prepare the
parent Company financial statements on the same basis.

Under company law the Directors must not approve the
financial statements unless they are satisfied that they give a
true and fair view of the state of affairs of the Group and parent
Company and of their profit or loss for that period. In preparing
each of the Group and parent Company financial statements,
the Directors are required to:

+ select suitable accounting policies and then apply
them consistently;

- make judgements and estimates that are reasonable,
relevant and reliable;

-+ state whether they have been prepared in accordance with
IFRSs as adopted by the EU;

+ assess the Group and parent Company’s ability to continue as
a going concern, disclosing, as applicable, matters related to
going concern; and

- use the going concern basis of accounting unless they either
intend to liquidate the Group or the parent Company or to
cease operations or have no realistic alternative but to do so.

The Directors are responsible for keeping adequate accounting
records that are sufficient to show and explain the parent
Company’s transactions and disclose with reasonable accuracy
at any time the financial position of the parent Company and
enable them to ensure that its financial statements comply
with the Companies Act 2006. They are responsible for such
internal control as they determine is necessary to enable the
preparation of financial statements that are free from material
misstatement, whether due to fraud or error, and have general
responsibility for taking such steps as are reasonably open to
them to safeguard the assets of the Group and to prevent and
detect fraud and other irregularities.

Under applicable law and regulations, the Directors are also
responsible for preparing a Strategic Report, Directors’ Report,
and Corporate Governance Statement that complies with that
law and those regulations.

The Directors are responsible for the maintenance and integrity
of the corporate and financial information included on the
Company’s website. Legislation in the UK governing the
preparation and dissemination of financial statements may
differ from legislation in other jurisdictions.

Responsibility statement of the Directors
in respect of the annual financial report

We confirm that to the best of our knowledge:

+ the financial statements, prepared in accordance with the
applicable set of accounting standards, give a true and fair
view of the assets, liabilities, financial position and profit or
loss of the Company and the undertakings included in the
consolidation taken as a whole; and

+ the strategic report includes a fair review of the development
and performance of the business and the position of the
issuer and the undertakings included in the consolidation
taken as a whole, together with a description of the principal
risks and uncertainties that they face.

Going concern

The Directors are satisfied that the Group has adequate
resources to continue in operational existence for the
foreseeable future, and for this reason the financial statements
continue to be prepared on the going concern basis. In addition
to the going concern statement, the 2019 Annual Report and
Accounts includes a Viability Statement. This can be found on
page 56 of this report.

Independent auditors

The auditors KPMG have indicated their willingness to continue
in office and a resolution to reappoint them for the next
financial year will be proposed at the Annual General Meeting.

Directors

Lisa Bartrip, Stephen O'Brien, Barry O'Byrne, Matthew
Hamilton-James, Alison Hastings, Daniel Meredith Jones, Simon
Minty, Ruth Owen, Ruth Prior, Neill Thomas and Paul Thwaite
served as Directors throughout the year.

Steve Bolton, Peter Lord and Michael Hordley served as an
alternate Director throughout the year.

Simon Amess was appointed as alternate Director on
1 December 2019.

Mike Betts stepped down from the role of Chief Executive
on 31 March 2020.

Matthew Hamilton-James was appointed as Interim Chief
Executive on 1 April 2020.

David Smith retired as an Independent Non-Executive
on 30 June 2020.

Chris Davies was appointed as Independent Non-Executive
on 1June 2020.

Directors’ interests

No Directors have any share interest in the Group, nor any
material interest in any contract entered into by the Group.

Signed by order of the Board

. SN

Jo Pentland
Group Company Secretary

16 December 2020
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Independent auditors’ report

Independent auditors’ report

to the members of Motability Operations Group plc

1. Our opinion is unmodified

We have audited the financial statements of Motability
Operations Group plc (“the Company”) for the year ended 30
September 2020 which comprise the Group income statement,
the Group statement of comprehensive income, the Group and
Company balance sheets, the Group and Company statements
of changes in equity, the Group and Company statements of
cash flows and the related notes, including the accounting
policies in note 2.

In our opinion:

« the financial statements give a true and fair view of the state
of the Group’s and of the Parent Company’s affairs as at 30
September 2020 and of the Group’s profit for the year then
ended;

+ the Group financial statements have been properly prepared
in accordance with International Financial Reporting
Standards as adopted by the European Union (IFRSs as
adopted by the EU);

« the Parent Company financial statements have been properly
prepared in accordance with IFRSs as adopted by the EU and
as applied in accordance with the provisions of the
Companies Act 2006; and

+ the financial statements have been prepared in accordance
with the requirements of the Companies Act 2006 and, as
regards the Group financial statements, Article 4 of the
IAS Regulation.

Basis for opinion

We conducted our audit in accordance with International
Standards on Auditing (UK) (“ISAs (UK)”) and applicable law. Our
responsibilities are described below. We believe that the audit
evidence we have obtained is a sufficient and appropriate basis
for our opinion. Our audit opinion is consistent with our report
to the Audit Committee.

We were first appointed as auditor by the shareholders on 6
March 2019. The period of total uninterrupted engagement is for
the 2 financial years ended 30 September 2020. We have
fulfilled our ethical responsibilities under, and we remain
independent of the Group in accordance with, UK ethical
requirements including the FRC Ethical Standard as applied to
listed public interest entities. No non-audit services prohibited
by that standard were provided.

Overview

Materiality: £30.0m (2019: £16.0m)

0.7% of total revenue (2019: 0.8%
of revenue (excluding proceeds
from disposal of operating lease
assets))

Group financial statements
as a whole

Coverage 100% of Group profit before tax
(2019: 100% of Group profit

before tax)

Key audit matters vs 2019
Event driven New: Going Concern A
The impact of <>
uncertainties due to the
UK exiting the European
Union on our audit
Recurring Residual values of used A
risks of the cars
Group
Valuation of insurance A
reserves
Recurring Recoverability of Parent <«
risks of the Company’s loans to
Parent subsidiaries

2. Key audit matters: including our
assessment of risks of material
misstatement

Key audit matters are those matters that, in our professional
judgment, were of most significance in the audit of the financial
statements and include the most significant assessed risks of
material misstatement (whether or not due to fraud) identified
by us, including those which had the greatest effect on: the
overall audit strategy; the allocation of resources in the audit;
and directing the efforts of the engagement team. We
summarise below the key audit matters, in arriving at our audit
opinion above, together with our key audit procedures to
address those matters and, as required for public interest
entities, our results from those procedures. These matters were
addressed, and our results are based on procedures
undertaken, in the context of, and solely for the purpose of, our
audit of the financial statements as a whole, and in forming our
opinion thereon, and consequently are incidental to that
opinion, and we do not provide a separate opinion on these
matters.
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2. Key audit matters: including our assessment of risks of material misstatement
(continued)

Key audit matter The risk Our response

The impact of Unprecedented levels of uncertainty: We developed a standardised firm-wide approach to the
uncertainties due to All audit d chall th consideration of the uncertainties arising from Brexit in
the UK exiting the audi Elassess a}n tc a tenge € ticul planning and performing our audits. Our procedures
European Unionon  'easonableness of estimates, in particularas {1, qaq:

described in the residual value of used cars

and valuation of insurance reserves, below, * Our Brexit knowledge: We considered the Directors’

Refer to page 38 and related disclosures and the assessment of Brexit-related sources of risk for the Group
(Finance Director’s appropriateness of the going concern basis of business and financial resources compared with our own
review) and page 102 preparation of the financial statements. All of understanding of the risks. We considered the Directors’

our audit

(Note 3, financial these depend on assessments of the future plans to take action to mitigate the risks;
disclosures) economic environment and the Group’s « Sensitivity analysis: When addressing the residual value
future prospects and performance. of used cars, valuation of insurance reserves and other

areas that depend on forecasts, we compared the
Directors’ analysis to our assessment of the full range of
to unprecedented levels of uncertainty of reasona.bly possible scenarios resulting from Brexit
consequences, with the full range of possible uncert?lnty and; .
effects unknown. * Assessing transparency: As well as assessing individual
disclosures as part of our procedures on the residual
value of used cars and valuation of insurance reserves, we
considered all of the Brexit related disclosures together,
including those in the strategic report, comparing the
overall picture against our understanding of the risks.

Brexit is one of the most significant economic
events for the UK and its effects are subject

Our results

As reported under the residual values of used cars and
valuation of insurance reserves, we found the resulting
estimates and related disclosures of residual value of used
cars, valuation of insurance reserves and disclosures in
relation to going concern to be acceptable.

However, no audit should be expected to predict the
unknowable factors or all possible future implications for a
Company and this is particularly the case in relation to
Brexit.
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Independent auditors’ report continued

2. Key audit matters: including our assessment of risks of material misstatement

(continued)

Key audit matter The risk

Our response

Residual values of
used cars

Refer to page 67
(Audit Committee
Report), page 94
(Note 2, Significant
accounting policies)
and page 111 (Note
13, financial
disclosures)

Subjective estimate:

The Group leases a fleet of cars to customers
which are held as operating leases. These
cars are depreciated to their residual value
over the life of the operating lease.

The residual values are set at the start of
each lease, based on a model that takes into
account a number of variables and
assumptions. These are an estimate of the
amount that would currently be obtained on
disposal at the end of the lease if the cars
were already of the age and condition at the
end of the lease.

Every six months, the Group reviews the
residual values for the fleet, and if
appropriate, updates these to reflect their
current best estimate, based upon the latest
available information.

There are a number of elements to the
Group's estimation that require judgement,
such as the impact of past events and the
expected condition of the vehicle at the end
of the lease, that collectively create
significant uncertainty in the estimation of
residual values. The subjectivity of these
assumptions have increased in the current
year as a result of the uncertainties arising
from COVID-19.

The change in estimate of residual values of
used cars impacts the amount of depreciation
recognised over the life of the lease as
follows:

+ An upwards revision of residual value
estimates leads to the recognition of a
lower depreciation charge for the year and
in future years;

+ A downwards revision of residual value
estimates leads to the recognition of a
higher depreciation charge for the year and
in future years.

The effect of these matters is that, as part of
our risk assessment, we determined that the
residual value of used cars has a high degree
of estimation uncertainty, with a potential
range of reasonable outcomes greater than
our materiality for the financial statements
as a whole, and possibly many times that
amount. The financial statements disclose
the sensitivities estimated by the Group.

Our procedures included:

+ Historical comparisons: We assessed the Group’s
historical forecasting performance, comparing the Group’s
residual value forecasts to the actual re-sale value of
different cohorts of cars;

+ Benchmarking assumptions: We assessed the Group’s
forecasts against alternative industry benchmarks such as
CAP index.

+ Our expertise: We used our own economics specialists to
assess the assumptions over the macroeconomic outlook,
considering the impact of uncertainties arising from
COVID-19 and Brexit.

* Tests of detail: We assessed the completeness and
accuracy of key data inputs including current sales price
and economic data;

+ Test of detail: We calculated our own range for the
estimate, by assessing the variability in used car sales
data experienced by the Group.

« We focussed on similar transactions, carried out at similar
points in time, such that we were able to narrow this
range to only reasonable values.

+ We compared the Group’s estimate to our range, and,
having determined that it fell within our range, we
understood the rationale of the Group’s for choosing that
point in the range.

+ Assessing transparency: We assessed the adequacy of the
Group's disclosures in respect of the residual values of
used cars, associated sensitivities to key assumptions,
and changes in estimates during the year. This included
an assessment of the appropriateness of the sensitivities
disclosed in light of the increased uncertainty arising
from COVID-19.

Our results

We found the resulting estimates of the residual values of
used cars and the related disclosures to be acceptable
(2019: acceptable).

84 Motability Operations Group plc | Annual Report and Accounts 2020



2. Key audit matters: including our assessment of risks of material misstatement

(continued)

Key audit matter The risk

Our response

Valuation of
insurance reserves
(gross and net)

Refer to page 67
(Audit Committee
Report), page 94
(Note 2, Significant
accounting policies)
and page 118 (Note
24, financial
disclosures)

Subjective estimate:

The valuation of insurance reserves is an area
requiring significant judgement in the Group
financial statements. Valuation of these
liabilities is highly judgmental, and requires a
number of assumptions to be made that have
high estimation uncertainty and can have
material impacts on the valuation.

Key assumptions include expected loss ratios
and estimates of the frequency and severity
of claims, used to value the liabilities,
particularly those relating to the amount and
timing of Incurred but not Reported (‘IBNR’)
claims. Certain areas of the claims
outstanding balance contain greater
uncertainty, for example third party bodily
injury claims exhibit greater variability and
are more long tailed than the damage
classes.

Similar estimates are required in establishing
the reinsurers’ share of insurance provisions,
in particular share of IBNR claims.

A margin is added to the actuarial best
estimate (‘ABE’) of insurance liabilities to
make allowance for risks and uncertainties
that are not specifically allowed for in
establishing the ABE. The appropriate margin
to recognise is a subjective judgement and
estimate taken by the Directors, based on the
perceived uncertainty and potential for
volatility in the underlying claims.

The effect of these matters is that, as part of
our risk assessment, we determined that the
valuation of insurance reserves has a high
degree of estimation uncertainty, with a
potential range of reasonable outcomes
greater than our materiality for the financial
statement