Delivering worry-free mobility in challenging times

Chairman’s statement

Investing to meet the
needs of the future
After last year, a return to something closer to normality has been welcome.
However, there is still a long way to go before we are back to ‘business as
usual’. This year continued to see the business face many challenges, including
further lockdowns, and supply issues leading to an increase in our order book.

Once again, Motability Operations has
responded superbly to the situation, and I’d
like to thank colleagues who work tirelessly,
continuing to address the needs of customers.
The hard work and dedication of our
employees, many still working from home for
extended periods, and the unflagging support
of business partners, have brought us through
this latest challenging year in excellent shape.
It’s been a year of change too. On 1 January,
we welcomed the Group’s new CEO, Andrew
Miller. Andrew is responsible for formulating
strategy and driving performance across all
aspects of the business. He was previously a
partner at the private equity firm Terra Firma
and before that held positions including Chief
Executive at Guardian Media Group and Chief
Financial Officer at Autotrader. His experience
covers strategic, operational and finance roles
at major international companies, including
PepsiCo, Bass and Procter & Gamble. Andrew is
also a Non-Executive Director at Channel 4.
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Andrew has arrived in the business at one of
the most challenging times in the history of the
Scheme, with major disruptions ahead across
our industry. Already, he has grasped this as an
opportunity to shape exciting new strategic
directions, and the Board and I are enjoying
working with him immensely.
I’d also like to express the Board’s appreciation
to Matthew Hamilton-James, who stepped in as
interim CEO in 2020. On behalf of the Group
and all our stakeholders I pay tribute to
Matthew’s calm leadership and clear-sighted,
wise stewardship during this most difficult
time. Now restored to his position as Finance
Director, we are fortunate to have his talent
within the organisation.

I’d like to take this
opportunity to pay
tribute to the
commitment and
resilience of
employees across
the business.

Delivering worry-free mobility in challenging times

Chairman’s statement continued

Our people underpin the success of this
business, and we continue to work on
programmes to seek, recruit, and retain top
talent. We have created a new scholarship
programme, providing financial help and
valuable work experience for students from
ethnic minority groups. We are working with
early intervention mentoring charity, Urban
Synergy, to launch it. Our scholarship
programme for students with a disability has
been in place for over 10 years and we are
very pleased to be expanding the
programme further.

With our people as the foundation, we are
well-placed as we contemplate the changing
landscape ahead of us. Over the next decade,
the motoring world, the Scheme – and by
extension the Company – will change radically.
In his CEO’s report, Andrew picks this up and
outlines the challenge presented by the
transition to electric vehicles, explaining how
the Company is developing its innovation
muscle to futureproof the service we provide to
customers; in short how we ensure that we
provide our customers with a worry-free
“glide-path to green motoring”.

I’d like to take this opportunity to pay tribute
to the commitment and resilience of
employees across the business.
Notwithstanding the challenges of adapting to
a hybrid working environment and
unprecedented customer call volumes (linked
to both the impact of the pandemic and delays
in new vehicle deliveries), our people have
continued to work relentlessly to support our
customers through these challenging times.

Shorter-term disruptions are also affecting
Scheme operations and delivering some
extraordinary and unpredictable outcomes.
No-one could have expected the current
appreciation in used-car values. This has been
driven by a combination of the well-publicised
semi-conductor issues and the Covid-19 related
delays which are limiting the supply of new
cars. While this means Scheme customers are
waiting longer for their new car to arrive, the
value of our current vehicle fleet has increased
significantly, generating a financial outcome of
higher than anticipated capital headroom.
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The strength of our financial position means
we are able to invest strategically to help our
customers. In his CEO review, Andrew outlines
in detail the investments made to date and
also future commitments including a £300m
investment to support the transition to electric
vehicles, over £100m in rebates to customers
(reflecting lower costs related to reduced
vehicle usage during the various phases of
national and regional lockdowns), £180m to
alleviate affordability pressures for both
renewing and new-to-Scheme customers,
and a donation of £170m to Motability, the
Charity to further enhance the lives of people
living with disabilities. Motability, the Charity,
has a wider set of grant-making, research and
innovation programmes aimed at reducing the
disadvantage in access to transport
experienced by disabled people. We are
delighted to be able to continue to support
its valuable and life-enhancing work.

“Our people underpin the success of
this business, and we continue to
work on programmes to seek, recruit,
and retain top talent.”

Delivering worry-free mobility in challenging times

Chairman’s statement continued

Linked to this latter point, I am pleased to
report that the working relationship with the
Charity remains very strong. The Charity’s
oversight role remains invaluable in helping
the Company deliver the Scheme to the highest
possible standards for our customers. In
particular, I would like to thank Motability’s
Chairman, Charles Manby MBE, for his wise
insights over the course of the year and also in
particular the collaborative way in which we
have worked together to respond to the
challenges presented by Covid-19.
Looking ahead, I am very confident about the
business’s ability to meet its operational and
financial goals in 2022. Our core focus remains
on ensuring our customers are well-served and
supported, and we were delighted that despite
the difficulties of the year, customer
satisfaction remained at 9.8 out of 10.
At the same time, we are starting to develop
our thinking and efforts on wider issues of
environment, social and governance (ESG),
exploring ways that even a large car fleet such
as ours can play its part in reducing impacts on
the environment, whilst recognising that, for
many of our customers, access to a car is their
only route to mobility. With further changes all

£170m

donated to Motability, the Charity
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around us, we will also consider the options for
eligible people who may be less suited to the
Scheme in its current form.
Nonetheless, given the continuing range of
variables which could affect our performance,
it is important that we keep the business’s
capital reserves at a prudent level. These
reserves will continue 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 around a
third of our total funding requirement; they are
not held as cash, but invested in the car fleet.
We are all focused on ensuring the Scheme
sustains its high level of performance, while
addressing the many challenges on the rapidly
approaching horizon. We have to maintain our
peerless levels of customer service, while
continuing to attract new customers, and
navigating the green transition. Under Andrew’s
inspiring leadership, I am confident we will
deliver, to the benefit of all of our stakeholders.

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

Supporting customers
now and in the future
I was delighted on joining Motability Operations in January
to find a well-run business with professional, engaged and
dedicated employees, who are passionate about doing the
right thing for our customers. It is a privilege to lead this
exciting Group at such an interesting time.
My challenge is to develop a strategy that will
allow Motability Operations to build on these
strengths and allow the business to evolve
within the terms of the Scheme’s clear purpose.
We exist to provide mobility to disabled
customers through an operating model that is
sustainable, robust, commercial, and efficient.
The continued success of the Scheme, which
has transformed services to disabled people
over the past 43 years, has only been possible
by constantly adapting and responding to
changes in our operating environment.
Structural shifts are transforming the spaces in
which the Scheme operates. New tech and
start-ups are increasingly offering innovative
solutions in many areas of mobility, vehicle
manufacturers are exploring new direct routes
to market, and the stakeholder and governance
environment is becoming more complex.
In order to continue to provide affordable,
worry-free services to current and future
customers, we need to adapt.
An immediate challenge is how we support our
customers in the adoption of electric vehicles.
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The Government has made clear its
commitment to electric vehicles and we are
eager to play our part in the transition. Indeed,
increasing numbers of customers are already
seeking to choose electric. But we know that
electric vehicles do not yet suit everyone. There
are challenges such as price, mileage range and
limitations in the charging infrastructure to
resolve. We are confident that those things will
become more straightforward in the years
before 2030, when the ban on the sale of new
internal combustion engine cars comes into
effect. But while such teething problems exist,
we shall work hard to help customers choose
the cars which work best for them, recognising
that an electric car may not currently be a
suitable choice. Our priority does not change:
we want to take the hassle out of driving and
give customers the worry-free motoring they
have come to expect from us.
Our ‘worry-free’ proposition must always be
based on value, expertise, assistance, and
choice. We need to ensure that our proposition
remains sustainable and is fit for the future
and we see our investment in electric vehicles
as a central pillar of this transition.

My
commitment
to customers
is that we will
support you
through the
transition,
every step
of the way.”
Andrew Miller
Chief Executive Officer
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Chief Executive’s review continued

Investing for today and a sustainable future
Motability Operations is, by design, a financially
and operationally robust business. This has
been demonstrated through the challenges of
the Covid-19 pandemic as we have focused on
supporting our customers and employees.
Our robust capital base provides us with the
resilience and confidence as we look ahead.
We hold capital reserves to ensure that we
protect customers from risk and adverse
market volatility.
Of course, in the event of positive market
movements, this can result in unexpected
financial upside. During this year, as has been
widely covered in the media, there has been
unprecedented upside in used-car values. The
ongoing new-vehicle supply shortages (a result
of the semi-conductor processing chip
shortages), a shift away from public transport
since the start of the pandemic and the fact
that many consumers have built up savings
over the past 18 months have all driven up the
demand for used vehicles. Average sales values
for vehicles have increased 46% year on year,
with Car Auction Price (CAP) guide reflecting a
16% increase in values between June and
September this year alone.
These dynamics have resulted in unexpectedly
high profits on the resale of vehicles at the end
of lease. This market strength has allowed us to
release residual value overlays previously
reported in relation to potential downside risks
associated with Covid-19 and Brexit and our
outlook for the future value of the fleet is also
more positive, buoyed by the current elevated
used-vehicle prices, and the expectation of the
continued shortage in new-vehicle supply-side
during 2022.

11

Annual Report and Accounts 2021

As described in more detail in the Finance
Director’s review, these dynamics have resulted
in a financial result above our planned
expectations, with a post-tax profit of £559.5m.
This strong result has provided us with
financial headroom to commit with confidence
to a number of significant investments
designed to support today’s customers
and to underpin future affordability and
sustainability, including:
• Supporting customers through the pandemic:
£100m of rebates paid/committed to current
customers reflecting reduced vehicle usage
(and so reduced insurance and maintenance
costs) during the pandemic
• Investing in the Glide Path to Green: £300m
of capital to invest in the transition to
electric vehicles
• Affordability support: £180m allocated
to affordability support for both renewing
and new-to-scheme customers; and
• Support for Motability: £170m donated to
Motability to assist with their wider mandate
of supporting the UK’s disabled population
with their transportation needs
These investments are set out in more
detail on the following pages.

“We see our investment in
electric vehicles as central
to our future proposition.”
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Chief Executive’s review continued

£100m
Supporting customers through the pandemic
During FY2021 we have focused on ensuring
our customers remain supported as the UK
has navigated its way out of the impacts
of Covid-19.
I am pleased to report 98% customer
satisfaction levels, and sector leading scores
in the Institute of Customer Service’s
Independent UK Customer Satisfaction Index.
We have kept customers mobile throughout,
with flexible lease extensions available to
ensure customers can stay in their current
vehicles when access to the dealer network
was restricted through the various phases
of national lockdown, and more recently
as new-vehicle supply lead times have
resulted in the delay in the fulfilment of
customer orders.
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We continued to offer the option for
customers to accelerate their Good Condition
Bonus (GCB) up until 30 June 2021, in line with
wider FCA guidance, thereby supporting those
who find themselves under financial pressure.
We have committed a further £60 rebate to
each customer, reflecting the reduced
operating costs linked to lower mileages
during the period of national lockdown.
In total, over £100m has been paid/
committed to customers in this way since
March 2020, with two £50 rebates having
been previously paid during 2020, and more
recently during the summer of 2021.
Throughout FY2021 we have continued
investment to subsidise WAVs and
adaptations.

Investing in the Glide Path to Green
From 2030 there will be a ban on the sale
of new internal combustion engine cars
and vans in the UK. We need to prepare
the Scheme and our customers for this
significant change. The transition of our
customers to electric vehicles over the
next few years requires careful planning
and support; we are focused on ensuring
that our customers are not left behind on
this transition. We aim to ensure that
customers have access to suitable,
affordable vehicles, with the availability
of cost-effective and accessible
charging options.
We are already investing heavily in this
space, with 87 electric vehicle models
available on the Scheme, with the
installation of free-of-charge home charge
points. In FY2021, our investment into
customer applications was over £20m.

£300m

Looking ahead, we have ring-fenced
£300m of capital to invest in this
transition; our aim being to ensure that
the Scheme’s transition to electric is in
line with the wider market. We will use
this investment to support affordability
and to overcome the additional practical
challenges many customers may face in
transitioning to electric vehicles.
The Scheme recognises it has an
important role to play in helping to
reduce CO2 emissions. We are committed
to playing our part in addressing this
global challenge and supporting the
Government’s policy commitments.
Over the coming year we will set out
clear targets for this transition and our
path to net zero as we develop our
ESG framework.
Further detail regarding our electric vehicle
strategy is set out on pages 22-26 – The Glide
Path to Green
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Chief Executive’s review continued
Affordability support

Whilst the investment to support the transition
to electric vehicles is vital, it is also recognised
that EVs do not represent a viable choice for all
customers right now and so we are pleased to
commit additional support towards lease
affordability to all customers, in addition to the
specific EV investment outlined on the
previous page.
We remain focused on ensuring that our price
list remains affordable, with a good breadth
and depth of vehicles available to customers.

£180m

The current new-vehicle supply-side
constraints, combined with the increasing costs
associated with manufacturers investing in
both cleaner internal combustion engine (ICE)
technology and electric vehicles, have resulted
in increasing On The Road (OTR) prices which
have significantly outstripped inflation. This
results in a current and enduring challenge on
both affordability and model availability.
We plan to support these affordability
challenges through a renewal payment of £250
(made available to all existing customers at the
point of renewal) and £250 new-to-scheme
payment for brand new customers during 2022;
in total committing £180m of capital to support
existing and new customers with general
affordability challenges linked to the new
vehicle supply-side issues.

£170m
Support for Motability
We maintain a close relationship with
Motability and aim, where affordable, to
provide the Charity with financial resource to
assist their wider mandate of assisting the UK’s
disabled population with their transportation
needs, removing disadvantage.
We are therefore delighted that our financial
position this year has enabled us to make a
significant donation of £170m to support the
important activity they deliver.
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Motability’s Annual Report and Accounts and
Impact Report set out this activity. The Charity
recognises that there are 6.5m disabled people
in the UK who could potentially benefit from
better access to transport and the Charity’s
growing body of knowledge and connections is
enabling the development of new routes to
impact. The donation will enable the Charity to
build and maintain its level of ambition over
the next three years and it is anticipated that
70% of grant-making will be Scheme-related;
assisting its beneficiaries to access the vehicle
they need including heavily adapted vehicles
for the most severely disabled.
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Chief Executive’s review continued

Our commitment to Environment,
Social and Governance (ESG)
As a business we recognise our responsibilities
to a broad range of stakeholders including
customers, Government, Motability, investors,
our employees, and the wider community. This
continues to shape our thinking as we develop
our approach to the Environment, Social and
Governance (ESG) agenda.
At Motability Operations we aim to be
recognised as:
• Being customer focused and demonstrably
removing barriers for disabled customers
• Providing value for customers, Motability,
Government, and the wider economy
• Delivering a positive social impact for local
communities and wider society
• Having a clear commitment to sustainability
and the environment with a measurable path
to net zero
• Being a responsible and supportive employer,
with a clear and tangible commitment to
diversity and inclusion, and a leader in
employment of disabled talent
• Being open and transparent in reporting
with an appropriate governance and
compliance framework
We are developing an ESG framework to help us
clearly set out and report against our activities
and progress against a range of ESG initiatives
and targets. Pages 18-21 of this report headline
the activity to date on our ESG journey and
signpost the next steps in implementing our
ESG plans.
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Customer service & engagement
Customer service is central to our business. We
measure this through our customer satisfaction
survey, now carried out by Ipsos MORI, with the
latest results showing overall satisfaction,
advocacy, and intention to renew, all with a
rating of 9.8 out of 10.
During lockdown, we took decisive action to
protect customers, automatically extending
leases which were coming to their scheduled
end to ensure that customers could remain
mobile. With reduced road usage during the
various phases of national and regional
lockdown, we took the early decision to pass
on the savings from lower insurance costs to
our customers, with each customer receiving
two insurance rebates totalling £100. We have
now committed a further £60 rebate to each
customer, reflecting the reduced operating
costs linked to lower mileages travelled as the
UK emerged from lockdown during this year.
In total, over £100m has been rebated to
customers in this way since March 2020.
Covid-19 disruption did not hold back our
dedication to consistent improvement in
customer service. We used what we have learnt
from lockdown to accelerate our programme to
transform online services, which remains a
priority. Harnessing digital tools to increase
flexibility and contact channels is key to
engaging with a new generation of customers.
Late in 2020 we opened our first online
customer account, and more than 200,000
customers are now taking advantage of this
secure channel to check their application
progress, change their details, or access a
payment through bank transfer.

Notwithstanding the development of our entire
services, we experienced an elevated volume of
customer calls during the year linked to
Covid-19 and supply-side disruption. This
inevitably put pressure on our call-answering
performance, however it is testament to the
commitment of our people that our average
call answering time was only three minutes.
In May, we launched the first ever television
advert for the Motability Scheme as national
awareness campaign ‘Everyday Freedom’
piloted in spring. Alongside a print, digital and
PR campaign, the national television advert
aims to boost awareness and understanding of
the Scheme amongst those who are eligible to
join and their families. After successful regional
and national pilots, a multichannel campaign
will take place in 2022.
Currently only one-third of eligible disabled
people are enjoying the benefits of a worryfree lease package through the Motability
Scheme. We believe that by increasing
awareness of the Scheme and by better
understanding the needs and characteristics of
our potential customer base, we can open the
doors of the Scheme to many more eligible
disabled people. We have initiated research to
provide a detailed segmentation of the current

and potential customer base, to help us
understand how we may be able to support
their mobility needs.
Having identified the need for more focus in
this area, I am also pleased to announce we
have appointed Lisa Thomas into a new role of
Chief Marketing Officer. Lisa has extensive
experience in brand, marketing and
communications. She spent much of her career
at M&C Saatchi, which she joined initially to
launch and build a customer experience
agency, LIDA, and then went on to be UK Group
CEO. Latterly, she was Global Chief Brand
Officer for the Virgin Group, responsible for the
protection and growth of the Virgin brand globally.

+200,000
customers now using our new
online account services

“In May, we launched the first ever
television advert for the Motability
Scheme as national awareness
campaign ‘Everyday Freedom’.”
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Chief Executive’s review continued

Suppliers
Our services would not be possible without the
support of business partners, including Royal &
Sun Alliance Motability (RSAM), RAC and Kwik
Fit, and the leading car manufacturers and
dealers. Keeping these front-line services up to
date has been vitally important to maintaining
service excellence, and we have been able to
sustain engagement throughout lockdown by
transferring dealer training from the classroom,
to online environments.
In July, after a comprehensive competitive
tender process, we announced a move from
RSAM, which has been a long-term insurance
supplier to the Motability Scheme, to the
Direct Line Group (DLG). The new insurance
proposition will provide market-leading
customer experience through an integrated,
aligned and well-managed supply chain.
Customers will benefit from a modern
technology platform supporting interaction
across all channels. The new arrangements will
take effect from mid-2023 for an initial 10 years.

“We believe we are
well placed to meet the
short and long-term
challenges ahead.”
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The risk model will remain unchanged under
the new arrangements. DLG will provide
insurance and will reinsure 80% of the risk
through Motability Operations’ reinsurance
captive. The captive’s net exposure is contained
through the placement of a conservatively
structured reinsurance programme into the
reinsurance market. DLG intends to provide the
existing customer-facing activities through the
continued use of the dedicated Motability unit
in Liverpool, ensuring seamless continuity of
service for customers.
As well as future-proofing our service, the new
insurance proposition will offer the potential to
grow the Scheme and provide increased
flexibility to customers. We are confident these
arrangements with DLG position us well to
support the continued delivery of worry-free
motoring and value for money to our
customers. I would like to thank the team at
RSA for their ongoing support and commitment
to the Motability Scheme as we transition to
the new arrangements.
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Chief Executive’s review continued

Our employees are our greatest asset
Our performance is underpinned by the
commitment of our employees. This has never
more been the case than during the challenges
of Covid-19 over the past 18 months, where
their resilience, passion and engagement have
been key.

Support and engagement
We have continued to place particular focus on
the health and wellbeing of our employees
during the pandemic with frequent
communications, proactively reassuring
employees of the support available to them
and seeking regular feedback. During 2021 we
launched our Mental Health Allies programme,
providing an internal network of trained
individuals who volunteer and can provide
support, signposting and trusted conversations
about mental health in the workplace. We now
have 65 Mental Health Allies throughout
our business.
We work hard to ensure that our teams are
engaged in our strategic plans and progress.
This is achieved through a combination of
newsletters, employee webinars and
roadshows presented by myself and the
executive team. We seek employee feedback
through our Employee Forum, from our
Diversity Networking Groups and through
meetings with Simon Minty, our designated
Non-Executive Director who engages with
employees. We use this employee feedback to
inform our plans.
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We recognise the importance of an effective
and engaged workforce and each year we
undertake an annual employee culture survey.
Facilitated by an independent global employee
research organisation, our results are
compared against a benchmark of UK High
Performing Organisations, against which we
have consistently out-performed for over ten
years. In 2021 we achieved a survey response of
90%, and once again outperformed the high
performing organisation benchmark on all
categories – a marker of our continued strong
levels of engagement given that we were just
emerging from the third and arguably the most
challenging lockdown period between January
– April 2021.

Talent, inclusion and flexible working
We aim to recruit and retain the talent needed
to maintain our strong performance over the
long term, including through our graduate,
disability scholarship and internship
programmes. In 2021 we commenced two
new programmes which included Degree
Apprenticeships in our Risk and Business
Systems division, and in partnership with early
intervention mentoring charity, Urban Synergy,
the delivery of a Scholarship Programme
targeted at attracting candidates from
BAME backgrounds.

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.
In December 2020 we established our Equality,
Diversity and Inclusion Committee, which,
building on the success of the work of the
Diversity Networking Groups, is responsible
for defining our strategy and monitoring
the development and implementation of
Motability Operations’ diversity and inclusion
strategic goals.

D&I lens with a view to better understanding
the lived experience of employees across all
groups. The result of this has informed the
development of a five-year plan and a series of
specific actions for 2022. In 2021 we launched
several initiatives, including a reverse
mentoring pilot and the roll-out of a Companywide inclusion training programme called
‘Valuing Difference at MO’.

One of the aims of the Committee is to act
as a channel to direct and challenge the
organisation in terms of our practice, approach
and development of diversity and inclusion;
particularly where progress is limited or in
support of under-represented or disadvantaged
individuals and groups. In 2021 the Committee
commissioned an audit to review the policies
and practices across the organisation through a

“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.”
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Chief Executive’s review continued

Whilst the pandemic presented our business
with many challenges, it did provide an
opportunity to review our future ways of
working given the successful implementation of
remote working in March 2020. In August 2021
we launched our Hybrid-Working model which
was collaboratively designed by teams,
managers and senior leaders. This approach
builds on our excellent inclusive culture,
encouraging teams to combine both face-toface collaboration in the office with the
flexibility of working remotely. We recognise
each team has its own unique way of working
and have empowered teams and managers to
determine an approach that meets their
business, customers’ and teams’ needs. We will
keep our approach to hybrid working under
review and look to learn and build on our
experience and employee feedback.

Summary and outlook

Our Gender Pay Gap report in FY2021 reported
a mean gap of 24.6% (FY2020: 25.6%) and a
gender bonus gap of 64.3% (FY2020 64.2%).
Our gap is primarily driven by the uneven
distribution of men and women across different
roles within the business, most notably in
specialist, technical roles where competition for
top diverse talent, particularly in the current
employment market, is highly competitive.

It has also been a pleasure to work in such a
collaborative and constructive way with
colleagues at Motability, and I would particularly
like to thank Charles Manby, Barry Le Grys and
the wider team at the Charity for their insight
and positive engagement.

Over the past three years we have grown the
number of women in senior management roles
and 58% of our Head of Function roles are held
by women. We recognise that we are on a
continued journey to close our gender pay gap
further and our action plans continue to
provide focus and direction. Looking ahead we
plan to extend this analysis to understand the
patterns of pay across the broader diversity
spectrum such as ethnicity and disability.
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Looking back at this significant year, first and
foremost I want to express my thanks to all
employees at Motability Operations not only
for their commitment and support, but for
making me feel so welcome, for showing me
the ropes and giving me first-hand insight into
what a truly customer-orientated business
this is.
I also want to echo the Chairman’s thanks to
Matthew Hamilton-James for the excellent job
he performed as Interim CEO, as well as his
warm welcome and wise counsel, and I extend
these words of thanks to the wider executive
team. I am similarly grateful for the guidance of
Sir Stephen O’Brien and the members of the
Motability Operations Board for their
constructive challenge and support.

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 unprecedented upside in used-car values
has resulted in capital headroom which has
enabled us to make significant investments to
support current and future customers. This
allows us to embrace the challenges that lie
ahead with confidence, in particular as we
accelerate the transition to electric vehicles
and respond to other technological and
industry developments, and positively
influence the future in the Scheme’s next
chapter.
As ever, in consultation with Motability (the
Charity), we keep our capital position under
constant review as we respond to the emerging
risk-landscape. Given these committed
investments, and also the current uncertainty
regarding how long the new-vehicle supplyside challenges will continue (and the
implication of this for used-car values), we
believe that it is prudent, at this time, to retain
the current level of capital headroom to shield
customers from potential volatility and to
protect the Scheme through the cycle.

Andrew Miller
CEO

