Experian Reports

It is essential that DRO applicants obtain a Credit Reference Report prior to a DRO Application.  

Q: How do I obtain free Credit Report forms?

Advisers can order supplies of free credit report application forms by emailing appforms@uk.experian.com . Please specify 'free report forms'. Experian can usually only accept original forms.  Forms should take no more than 7 working days to arrive so it is best to keep some in stock.

Q: Why is it important to have an accurate Credit Reference Report?

Approved Intermediaries run the risk of having DRO applications declined if they have not received a full and correct credit report prior to submitting a DRO application.

The DRO Unit have a contract with Experian to provide them with all of the necessary credit information about clients for which an application has been received.  

Where the DRO Unit’s credit report shows that liabilities are over £15,000 or that the applicant is a homeowner it will certainly be declined. 

If the information on the DRO application is different from the credit report leading the DRO Unit to assume that the applicant has been dishonest, then it is possible that it will be declined.

Even if the actual liabilities do not go above £15,000 if the client has a debt which is not included on the application then it will not be subject to the DRO (will not be covered by the moratorium or written off.

Intermediaries need to clarify with the client that an inaccurate or incomplete Credit Reference Check could lead to the application being declined.

Q: What will happen if the DRO Application is declined?

The DRO Unit previously informed us that where an application is declined as result of an inaccurate Credit Reference Report, they can look at the application again on a case by case basis, to see whether it can be approved.  The evidence recently shows that the DRO Unit are taking a hard stance on this.  For example even where the client’s true circumstances allow them to be suitable for a DRO, if their credit reference report has not been amended then the application will remain declined.   

The implication of this is that the client’s fee will be lost and it is of course un-refundable.

Q: How can I ensure a Credit Report application is processed easily?

In order to release credit report data to data subjects under section 7 of the Data Protection Act 1998 they need a fully completed application form including:

Essential Data

· Correct Title

· Correct Forename

· Correct Middle Names (if any)

· Correct Surname

· Correct DOB

· Full 6 years address history:

· Format of address(es) as per bank statement/utility bill

· True length of time lived at each address

· Signed authority for request of report (offline) / tick box confirming acceptance of terms & conditions (online)

· Alias information (any other name known by)

If any of the above are not provided this may affect the outcome of the application.  Experian’s authentication process uses a number of sources of information to provide them with a level of confidence that data is being released to the correct person.  This confidence level will be influenced by the breadth (variety of different types) and depth (number of items of each type) of data available for a particular individual.   

Examples of positive indicators include;

· A current registration on the Voters roll at the current address 

· Active credit accounts (for example, mortgages, current accounts or loans) at the current address

Q: What happens if the information on the Credit Report is in accurate?

Data inaccuracy is generally down to the lender and not the Credit Reference Agency who report what the lenders tell them.  Missing Data is almost certainly down to not having a complete picture of the individual on the application form for example if all addresses are not put on the application. 

If the client disagrees with any of the information contained on the credit check they should contact the organisation or lender concerned.  The organisation will amend their records (if applicable) and tell all credit reference agencies of these changes. The agencies (Experian, Equifax and Callcredit) will then update the data they hold.  

Q: How long will this take?

If a creditor accepts that the information is incorrect they will need to inform the Credit Reference agencies.  However, there is no fixed time period for this – creditors often update companies like Experian monthly. 

Q: Do all creditors use Experian?

No, some creditors use different Credit Reference Agencies, and some do not inform any credit reference agencies about liabilities.  Many Intermediaries have taken the decision to ask for reports from all 3 credit reference agencies.  Local Authorities do not give data to credit references agencies at all.

Q: What do I do if I do not receive the credit reference report I have requested?

As a result of the problems our Intermediaries are experiencing we have recently had a meeting with Experian who acknowledge that they are not responding as fast as they would like.  They say that everything is being done to rectify this and as a long term solution they will introduce an online system.  In the mean time they have outlined below what should be done if a report is not received within 7 working days (from receipt of the application).  

· Do not resubmit the same application this will add to the backlog

· Do not continue to use the previously provided Experian phone number for queries

· Do complete a pro-forma Experian Report Follow Up form instead – you will find this in the Intermediary Resources section of our website.  Intermediaries who are approved by the IMA should email this to me sallie.johnson@i-m-a.org.uk, preferably entitled ‘Experian’ and I will pass it on to the contact at Experian.  Other Competent Authorities may have another format or procedure.

Q: What if the client has been asked to provide identifying documents?

Under strict data protection guidelines, it is essential that Experian are satisfied that the request being made is in fact made by the person named.  If Experian request these additional proof documents there is no way round the process I am afraid.  One way to minimise the occurrence though, is to:

· Ensure that all addresses included in the application are detailed and spelt correctly

· Ensure that all of the personal details are provided for example date of birth and full name and that these are accurate and spelt correctly

Q: What if the Credit Report is being sent to the client and not the Intermediary?

Experian will take this up with their distribution team to ensure that the DROs get sent to the right address and not back to the individual, where appropriate.  You will need to keep me informed if this continues to be a problem, preferably by using the pro-forma mentioned above but adapt it to suit and email it as above.

Q: Can the client obtain their own Credit Reference Reports?

There is nothing wrong with getting clients to obtain their own Experian check and in fact this may be quicker (Experian have a target to supply these within 7 working days).  Intermediaries should consider though:

The cost (it is free when agency applies), 

The timing of this report to ensure that the information is current and available 

The accuracy of the information on the application including whether ‘linked addresses’ have been requested, i.e. previous addresses where the client may have built up liabilities

I appreciate that there is still some way to go however I do think we should see some improvement in the Experian Service in the near future now that they are aware of the position of Intermediaries and have improved the communication within their organisation.

