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WELCOME

Trust Alliance Group consists of several businesses, including Energy
Ombudsman, Communications Ombudsman, Flexible Resolution Services,
The Internet Commission and Support Services.

Energy
Ombudsman

Approved by Ofgem since 2008 to
independently and impartially handle
consumer disputes, Energy
Ombudsman is the largest alternative
dispute resolution provider in the
energy sector.

.,)) Communications
((( ’)) Ombudsman

Approved by Ofcom since 2002 to
independently and impartially handle
consumer disputes, Communications
Ombudsman is the largest provider of
alternative dispute resolution in the
communications sector.

Resolution Commiission

Services

§ Flexible & The Internet
05—:,

The Internet Commission is an
influential and independent thought
leader in online trust and safety,
providing expertise and insights to
guide its stakeholders.

Flexible Resolution Services provides
dispute resolution support for other
sectors, including private parking.

SUPPORT SERVICES

Trust
Alliance

a® Group

This business unit supports the delivery

of strategic goals and provides services that
help the running of the Group, including
Group IT, data, finance, governance and risk,
Lumin, continuous improvement, legitimacy,
public affairs and communications.
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1. WELCOME

PURPOSE & VALUES

OUR PURPOSE

We exist to build, maintain, and restore

trust and confidence between consumers

and businesses.

We aid consumer understanding and
confidence in a society which is more
connected, disrupted and focused on
sustainability.

We support consumers and suppliers
independently and fairly without
favouritism or discrimination.

e By striving to have a deep
understanding of consumer
behaviour

¢ By helping suppliers improve
service, change culture and
build confidence

e By helping industries resolve
systemic industry-wide issues

e By using technology and
analysing data to improve
services and reduce detriment

OUR VALUES

We deliver our services through our core
set of values and behaviours. These define
everything we do — they influence how we
operate with all our stakeholders.

We believe that being authentic and
aligning our actions, decisions and
behaviours with our values will develop
trust with our stakeholders and within
the industries we operate.

OPENNESS

Being authentic about who we are
ensures we think and act with
humility and honesty

BALANCE

Our respect for other views and
perspectives means we listen before
we act, to create fair processes and
considered decisions

EMPATHY

We understand everyone is different
and aim to provide an
approachable, helpful, human voice

COURAGE

We focus on what's right and
speaking up when it isn't, trusting
each other to keep us safe
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FOREWORD

| believe 2024 will be seen as a pivotal year in the development of the Group. The
investment in developing a core set of capabilities was always key to the future success
of the business. It is therefore encouraging to see a number of new developments taking
form, both in the energy and online harms sectors. The business continues to be more
outward facing than ever before and a clear focus on the needs of all stakeholders has
enabled the Group to develop solutions to meet these needs. | am pleased to report that
the Group also performed well financially, which puts it in a very strong position for 2025,
a year which will see the new developments realised.

2024 was a year characterised by considerable external change, most notably the change
in Government. The challenges of affordability, digital transformation and public trust are
already impacting our key sectors of energy, communications and online harms. In this
evolving context, the role of fair, accessible redress has never been more important.

In energy, consumer affordability and rising debt dominated the agenda. Despite falling
wholesale prices and successive cuts to the price cap, millions of households continued
to face unaffordable bills. Alongside these challenges, the drive to decarbonise gathered
momentum. Political commitments to green investment, including Labour's pledge of £28
billion annually and the launch of the publicly owned Great British Energy were key
changes in the sector.

The communications sector, while quieter in policy terms, remained under scrutiny.
Mid-contract price rises became a flashpoint, leading to regulatory investigations,
enforcement action, and some providers voluntarily dropping inflation-linked increases.
Mergers and market restructuring, most notably Vodafone's tie-up with Three, saw further
consolidation of the market while, at the same time, we saw some interesting new starters
entering the market.

During this time the Group has remained focused on delivery of its strategic priorities.
To support the objective of accessing under-represented consumers and improving
accessibility, the team continued to gain insight on the consumers that do not engage
with its services and used this to implement trial activity. This work also resulted in the
development of an auto-referral process which we hope to test in 2025.

| was also very encouraged by the level of engagement with the new Government,
particularly with the Department for Energy Security and Net Zero, which we hope will
result in further developments for the energy business over the coming years.

Despite stabilisation of the energy market, the energy business has continued to support
a high level of consumers throughout the year. As it entered the second year of running
the broker redress scheme, it was asked to include small businesses to its portfolio. Our
ability to respond rapidly and constructively to evolving consumer needs remains one of
our defining strengths.

The UK's Online Safety Act entered its implementation phase, with Ofcom setting out clear
expectations on illegal harms, age assurance, and platform accountability. Based on
extensive research of the market, the team successfully identified where there was the
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greatest need and have started to
develop a new product for launch in 2025.

As we look ahead, we do so with
confidence in our purpose and clarity in
our direction. We are committed to
playing a pivotal role in this changing
landscape — standing up for fairness,
empowering consumers, and helping
shape the future of redress in an
increasingly digital, data-driven world.

_ This will be my last annual report and a
e 8 conclusion of my third term as Chair of
\_ Trust Alliance Group. | am very proud

' to have been part of this remarkable
journey for our business - from

Ombudsman Services to what we now

proudly know as Trust Alliance Group.

| have seen the business evolve

massively over the years,

particularly over the last three

years with the formation of the

Group and the focus on

capability development.

I've been lucky enough to share
almost half the journey from

when the Energy Ombudsman

was first founded in 2006,

and | am confident the Group

will continue to grow from

strength to strength. | wish Paul,
Simon and the team every success
for the future and | would like to say
a big thank you to Boards past and
present, and the brilliant team at TAG,
for letting me be part of this
terrific journey.

"Here's to the chapters yet to be written!”

/& A

Lord Tim Clement-Jones CBE
Chair of the Board






GROUP CEO’'S REVIEW

“In a year of continued change, we remained focused on delivery. Guided by
our purpose and strengthened by our people. We're ambitious about what
comes next.”

GROUP PURPOSE AND STRATEGY

In 2024, our strategy remained centred on the three core goals of Relevance, Reach
and Remit:

 Relevance: An optimised business model that delivers the most efficient and best in
class service, for today and the future

¢ Reach: Enable more consumers to access our services

e Remit: Develop TAG's capabilities to capture new opportunities and extend remit as
markets evolve

These priorities were designed to ensure that our services remain proportionate, impactful
and accessible. They also enable us to contribute meaningfully to wider policy objectives
around fairness, accountability and consumer confidence. As we look ahead, we remain
focused on delivering measurable value while positioning the Group for sustainable growth
and long-term impact.

This report sets out the progress made across each area of the Group. It provides an
update from every business unit and Group-wide function, capturing how each has
contributed to delivering our strategic goals over the past year. Taken together, these
developments reflect a Group that is maturing in capability, consistent in purpose, and well
positioned for what comes next.

ANNUAL REVIEW

2024 has been a year of strong performance, strategic clarity and forward momentum for
Trust Alliance Group. As the external environment continued to evolve, we remained
committed to our role as a trusted and independent voice in the sectors we serve.

This year marked an important phase in our future development. The foundations laid over
the last two years across technology, capability and organisational structure have
enabled us to operate with greater impact and confidence. At the same time, we have
continued to invest in the areas that matter most to the stakeholders that we serve.

My highlights for the year are summarised on the next page;
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3. GROUP CEO’'S REVIEW

MY HIGHLIGHTS FOR 2024

ONLINE TRUST AND SAFETY

Since acquiring The Internet Commission in 2022, we have been increasing our knowledge
and insight of the online trust and safety sector. A key development in 2024 was a detailed
identification of the needs of a number of stakeholders who operate in this sector.

This research identified a real need for advice, guidance and collaboration within the
sector and the availability of practical working principles that meet international
compliance needs. This insight has been used to craft a networking product which we will
bring to market in 2025, and which we believe will have a real impact on everyone from
platforms and online advertisers to consumers.

ENERGY REMIT

Having launched a dispute resolution scheme for brokers in late 2022, we further
extended our remit in the energy sector in December, allowing small businesses with up
to 50 employees to access our service — an increase from the previous maximum of 10
employees. In line with insight gathered from the sector, we also increased the maximum
award for non-domestic disputes with energy suppliers from £10,000 to £20,000.

STAKEHOLDER ENGAGEMENT

As a group, we work hard to balance the needs of all stakeholders. However 2024 stands
out as the year when our wider stakeholder engagement ramped up to another level.

In October, we were pleased to welcome the new Minister for Energy Consumers, Miatta
Fahnbulleh and her team to our offices in Daresbury. During the visit, we had the
opportunity to demonstrate first hand the amazing work done by the Energy
Ombudsman team as well as the support provided by the wider Group. We were also
pleased to be given a regular forum with the Minister where we can continue to shape the
right solutions for consumers.

COLLEAGUE ENGAGEMENT

Although we have placed a great deal of emphasis on colleague engagement over the
vears, 2024 saw the creation of a dedicated colleague engagement team. This has
resulted in a noticeable improvement in engagement activities and the delivery of
colleague communication initiatives that address the needs highlighted in previous years'
colleague surveys.
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3. GROUP CEO’'S REVIEW

OUTLOOK FOR 2025

The Group will continue to focus on its strategic objectives and on delivering market
leading redress into our core sectors. We also expect a number of exciting developments
during the year, namely the launch of a new product to meet the needs of the online trust
and safety sector. In the Energy sector, we will continue to work with Government, Ofgem
and other stakeholders to ensure that all consumers have the ability to access our service.

THANK YOU

2024 has been a very exciting year for the Group as we start to realise the benefits of our
new Group structure and the increased focus on each of the separate business units. |
would like to thank colleagues from across the Group for rising up to meet the challenges
that have faced us during the year and for continuing to make Trust Alliance Group a
success. | look forward to a very exciting 2025 and one that will further demonstrate how
we are working to deliver on our purpose of building trust.

Y

Simon Palmer FCMA CGMA
Group CEO
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4. BUSINESS UNIT DIRECTOR OVERVIEW

A MESSAGE FROM
OUR BUSINESS UNIT
DIRECTOR

“I am pleased with the progress made across all our business units during 2024. Whilst
case volumes differed between the two core sectors of energy and telecommunications,
overall volumes continue to be above pre-pandemic levels. We continued to strengthen
our relationships with stakeholders, including government and regulators, and we look
forward to continuing building trust between consumers and businesses into 2025.

ENERGY

There was a 24% reduction in complaints handled compared to 2023, suggesting that the
sector is stabilising and that many energy suppliers are making meaningful strides to
address issues early; resolving complaints before they escalate to our service. While this
is a welcome sign, it is important to note that case volumes remain higher than pre-crisis
levels and 33% above the volumes in 2021. We continue to work collaboratively with all
stakeholders on all issues that impact consumer access to the appropriate redress, and
this led to some encouraging progress during the year.

COMMUNICATIONS

In Communications, there was an increased demand for our services as disputes accepted
rose by 28% to 31,477, underpinning the essential role that broadband, mobile, landline
and Pay TV services play in consumers’ daily lives. A key success for the year was securing
one of our largest providers for another contract period.

PARKING

During the year we helped over 90,000 motorists with their parking appeals, maintaining a
steady level of demand similar to the previous year. Having previously raised the issue of
inconsistent approaches to the handling of mitigating circumstances, we were pleased to
adopt the single Code of Practice for parking on private land in October 2024.

ONLINE TRUST & SAFETY

During the year, we undertook significant research activity in order to better understand
the challenges faced by our stakeholders, following the launch of both the Online Safety
Act in the UK and the European Digital Services Act. This led to the development of a new
concept in how these stakeholders can be supported, whilst at the same time supporting
each other. Development of the concept was started during the year and, following
extensive engagement with a number of audiences, we plan to launch a networking
product in late 2025."

12 Annual Report 2024 - trustalliancegroup.org



"

e F ET -

~ practices across t
we aim to help shape these sectors o‘“the\] are

accessible and deliver for everyone.”

Ed Dodman
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THIS YEAR'S HIGHLIGHTS

124,000
DISPUTES
ACCEPTED
28% INCREASE
IN COMMS CASES
EXPANDED

OUR REMIT TO
INCLUDE SMALL
BUSINESSES

846 HOURS
OF VOLUNTEERING
BY COLLEAGUES

12% INCREASE
IN OUR NATIONAL
MEDIA COVERAGE

IMPROVING
AWARENESS

OF OUR SERVICE
TO CONSUMERS
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GROUP OVERVIEW

6.1 GROUP STRATEGY
Our key strategic goals continue to serve as the foundation of Group Strategy, shaping
and guiding both internal and external initiatives while remaining an integral part of the

organisation’s daily operations and culture.

STRATEGIC GOALS

RELEVANCE REACH REMIT

Optimising the current Maximising reach to Extending our remit
business model to enable more consumers to serve multiple

deliver the most to access our services. markets.
efficient service to
consumers.

RELEVANCE

We have refined and strengthened our operating model to better serve stakeholders and
stakeholder groups, with small business consumers joining Energy Ombudsman’s remit in
December 2024. Additionally, we have enhanced our legal capabilities to support the work
in our Broker Scheme.

Continued investment in resources and capabilities remains central to evolving our model
in response to shifting consumer preferences and technological disruptions.

REACH

A core focus in 2024 has been future-proofing ADR against changing demographics, with
initiatives designed to better understand ADR awareness and preferences among sectors
of the community that are less likely to access our service.

Our efforts to improve awareness and accessibility have progressed significantly through
strengthened strategic relationships with consumer groups and representatives, bringing
us closer to ensuring all UK consumers can access our services.
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6. GROUP OVERVIEW

6.1 GROUP STRATEGY CONTINUED

REMIT

December 2024 marked the expansion of our energy remit, allowing us to handle

disputes from small business energy consumers. This was the result of working closely with
key stakeholders over a number of years. Increased engagement with government has
enabled us to highlight the key issues within the energy sector which we hope will lead to
significant changes in 2025/26.

In the online responsibility space, we have leveraged and expanded the capabilities
acquired through The Internet Commission acquisition in 2022. This has enabled us to
develop a clearer understanding of stakeholder challenges and, with the support of
internal teams and external agencies, create a product proposition to help businesses and
market stakeholders navigate and succeed in this complex environment.
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6. GROUP OVERVIEW

6.2 STAKEHOLDER FOCUS

CONSUMER EXPERIENCE

Throughout the year, we have continued to survey consumers across all our schemes at
key milestones in the resolution journey, ensuring that the voice of the consumer remains
central to our operations. We have captured almost 49,000 interactions with consumers in
2024, creating a robust feedback loop. This continuous feedback loop enables us to drive
ongoing improvements, enhance ease of use, and optimise satisfaction with our processes
and systems, while preserving the core elements of our journey that consumers
consistently value. It has also been harnessed to inform our discussions with external
stakeholders, including supporting Policy & Public Affairs with consultation responses,

in the creation of briefing packs and speaker presentations, as well as regulator and
Government engagement.

In 2024, we focused on enhancing organisational engagement with the customer
Experience (CX) Surveys, establishing robust processes and channels for actioning
insights, including standing up real-time dashboards for operational teams. We also
worked hard to optimise our standalone CX activities, including rolling out a refreshed
Consumer Action Monitor survey. The annual survey which tracks consumer complaint
behaviours. We also started to track consumer trust levels with key suppliers in
essential sectors.

In 2025, we plan to continue this drive by embedding CX into organisational decision-
making and elevate the voice of the consumer within external engagement initiatives.

SURVEYS COMPLETED SATISFACTION SCORE NET PROMOTER SCORE EFFORT SCORE

Customer

Vol. of surveys Customer Customer

Effort Score
+15.6 points on 2023

Satisfaction Score
+5 points on 2023

Satisfaction Score
+6.3% on 2023

completed by
consumers in 2024
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6. GROUP OVERVIEW

6.2 STAKEHOLDER FOCUS CONTINUED

SUPPLIER AND PROVIDER EXPERIENCE

2024 saw an increased focus on furnishing suppliers and providers with more qualitative
CXintelligence. This included the pilot of Supplier Insight Packs with a group of energy
suppliers and communications providers.

In 2025, we will redesign aspects of our CX programme so that it is built-by-design to
better serve suppliers and providers with valuable CX perspectives and better capture the
voice of the supplier to ensure that supplier experiences are feeding into continuous
improvement initiatives.

6.3 STAKEHOLDER ENGAGEMENT

In 2024, we continued to engage with Government, regulators and other stakeholders
on key strategic areas such as heat networks, small businesses and Third-Party
Intermediaries (TPIs).

The calling of the General Election in May 2024 came as a surprise to many, but our
preparations put us in a strong position to monitor, understand and react to the change of
government and begin establishing new relationships with Ministers and MPs.

We subsequently secured a visit from the new Minister for Energy Consumers, Miatta
Fahnbulleh MP, to our Daresbury Park office. We have also established regular meetings
with the Minister in Westminster. This builds on the positive engagement we had with the
previous Minister, Amanda Solloway MP, in the early part of the year.
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6. GROUP OVERVIEW

We continued engagement across the UK with Ministers, politicians and Special Advisers
across the devolved nations and, in autumn, we attended the annual Party Conferences,

hosting fringe events at Labour, Conservatives, Liberal Democrats and Scottish National
Party (SNP) conferences, to discuss building trust and confidence in regulated markets.

Throughout the year we responded to 33 consultations across energy, communications
and online safety. We also contributed to roundtables involving MPs and the Scottish
Government on topics such as small businesses, social landlords and energy complaints,
clean energy and political developments.

In addition to attending key working groups on Smart Meters, Heat Networks,

Consumer Protections and Radio Tele-Switching (RTS), we also maintained a role

within networks such as the Ombudsman Association, Essential Services Access Network
(ESAN) and the Scottish Energy Consumers Network, which reports directly to the

First Minister.

We also continued to foster relationships with relevant industry associations such as
Federation of Small Businesses, Institute of Directors and British Parking Association as
well as consumer bodies such as Citizens Advice and Consumer Scotland.
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6. GROUP OVERVIEW

6.4 LEGITIMACY

In 2024 we focused on our strategic aim to increase our reach to consumers from
under-represented groups.

We built on our research and understanding of under-represented groups by conducting
Reach analysis, which confirmed that our focus moving forward should be on the Asian,
black and white non-British communities, while always paying close attention to those
from lower socio-economic backgrounds.

In spring, we conducted further research through focus groups with identified communities
across the UK. This highlighted a lack of awareness of our ADR services, misunderstanding
of what an ombudsman is, and insights into where and how we should engage to better
reach wider communities.

In May, we conducted a stakeholder mapping exercise and agreed a maturity matrix
(ranging from awareness to advocacy) to help us to develop relationships in a mutually
beneficial way. We have since developed and strengthened our relationships with inclusive
partners across all identified communities. We were delighted to present ‘'Who and what

is Energy Ombudsman?’ to community organisation meetings, maintain a presence at a
number of conferences and target events, and support these organisations to have better
outcomes by providing frontline workers with an Ombudsman toolkit.

ADDITIONAL SUPPORT

The ongoing cost of living crisis and other external factors have continued to create
challenges for all our stakeholders, and means we still see consumers accessing our
services facing a variety of personal circumstances.

We have therefore taken steps to remain accessible to consumers most in need of our
service. We have also continued to work on enhancing our internal capabilities to support
consumers, suppliers, and colleagues in situations where additional support is required.

This involved:

* Providing advice and support to operational colleagues
¢ Facilitating additional support through Social Services and the Police
 E-learning on accessing language services for consumers

 Developing our approach to specialist colleagues

To ensure our operation can support consumers in all circumstances, we delivered a
month-long series of Additional Support campaigns on the themes of Resilience, Coura-
geous Conversations and Emotional Intelligence. This resulted in over 2,700 hours of Addi-
tional Support training offered to colleagues. The campaigns featured a range of content
including Academy workshops, guest speakers, podcasts, articles and more. Additionally,
we successfully rolled out our PALS model, Working Together framework and Additional
Support Spectrum, which have improved identification, understanding, management

and escalation.
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6. GROUP OVERVIEW

COMMUNITY

Having an impact in the community remains close to our hearts. In 2024 we continued our
work locally while also extending our influence internationally.

In March 2024, a small group of colleagues travelled to Accra, Ghana for ten days of
volunteering with the Future Stars charity. Future Stars is a small organisation that makes
a big impact enabling children from disadvantaged communities to access education. Our
colleagues supported classroom learning, coached sport and renovated the school
facilities. Every colleague undertook their own fundraising, and TAG supported

financially, both of which directly benefited the school by funding school essentials such as
new desks, stationery, textbooks and more.

Closer to home, our local community approach continued to make a difference around
our offices across the country. We have strengthened our relationships with foodbanks in
Warrington, Hartlepool and Nottingham by providing warehouse volunteering hours and
food donation drives, helping to support thousands of people living in challenging
circumstances.

Room at the Inn and Mersey Forest have been stalwarts of our community programme
which continued in 2024 with colleague volunteering to support residents and clear
woodland, whilst providing financial support through donations.
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6. GROUP OVERVIEW

6.4 LEGITIMACY

COMMUNITY CONTINUED

Our work with local primary schools grew in 2024 extending into Warrington and
continuing in Halton, with activities over Easter and Summer. Over 1,250 children from 15
schools joined us for a TAGmas event to meet Santa, receive a gift and have some festive
fun.

In summer 2024 we welcomed our first internship programme and community played an
important part in their schedule. The interns made a real impact with our local community
partners renovating an outside space at Room at the Inn, supporting Mersey Forest and
helping facilitate a school uniform swap shop in Golden Square shopping centre with
Warrington foodbank.
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6. GROUP OVERVIEW

VOLUNTEERING & FUNDRAISING IMPACT

846 HOURS 1,250 450 KIDS

of volunteering local school children at Future
& 26 volunteer invited for Christmas Leaders school,
opportunities wonderland experience Accra, Ghana

SERVICE THOUSANDS LAND

USERS of foodbank users CLEARANCE

across three different B
at Room at the Inn regions at Griffin Wood

¢ £1,300 donated to Foodbanks plus essential food items
e £1,500 donated to Mersey Forest/Room at the Inn over Christmas
e £2,600 spent on outdoor furniture & plants, for Room at the Inn’'s outdoor space

e £1,000 spent on school uniform for Warrington School Uniform Network
(previously managed by Warrington Foodbank)

e £815 spent on donation of tools and woodland management equipment for
Mersey Forest

e £5,500 colleague fundraising for Future Stars, Ghana

ENVIRONMENT

During 2024 we continued to make good progress against our environment plans. Using
baselining data we have set Scope 1 and 2 Green House Gas emissions targets for 2030,
aligned to science-based target setting, and are pleased to have been able to meet
these swiftly. Our focus now moves to maintain this success. Scope 3 Green House Gas
emissions targets will be completed in 2025 as we have completed a comprehensive data
capture and analysis of our upstream and downstream activities. Of note, we have worked
with suppliers to understand more accurately our Green House Gas emissions through our
value chain. We have again worked with our environment consultant to comply with the
government's Energy Saving Opportunities scheme.
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6. GROUP OVERVIEW

Lo,

6.5 COLLEAGUE EXPERIENCE

REWARD AND RECOGNITION

We reviewed and refined our reward framework to strengthen our ability to attract and
retain top talent.

We introduced a new reward and recognition platform called Perkbox, which allows
colleagues to:

* Receive recognition through peer-to-peer and manager-led appreciation
e Access exclusive discounts on retail, dining, travel and more
¢ Benefit from wellbeing support, including mental, physical and financial resources

* Enjoy perks and rewards including savings opportunities

WORKPLACE STRATEGY

In 2024, we continued with a hybrid approach, balancing time between home and office
days. However we recognised that the advantages of being in the office included more
opportunities for face-to-face interactions with colleagues and managers, greater
on-the-job support, and enhanced personal wellbeing and development.

We maintained a presence in our head office in Daresbury, as well as our offices in
Peterlee and Nottingham but, as part of our ongoing review of our workplace strategy,
we made the difficult decision to close our Birmingham office.
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6. GROUP OVERVIEW

6.5 COLLEAGUE EXPERIENCE CONTINUED

WELLBEING

In response to the evolving needs of our colleagues, and in line with our ongoing
commitment to wellbeing, we launched a new interactive wellbeing handbook.

This resource highlights the full range of support available, offering practical tips and easy
access to tools and resources that promote mental and physical health, work-life balance
and stress management.

RECRUITMENT AND DEVELOPMENT

Throughout 2024, the Academy continued to make significant progress in helping the
business foster a high-performing culture, with a strong focus on Leadership and the
ongoing development of a multiskilled workforce.

All our people leaders have had the opportunity to enhance their performance
management skills through sessions like ‘Effective One-to-Ones’' and 'Peer-to-Peer
Coaching'. Our continued focus on multiskilling has strengthened flexibility, resilience,
and responsiveness across our operational teams.

We have also expanded our commitment to professional growth by investing in LinkedIn
Learning, making it a central platform for supporting both personal development and
job-specific skill building.

This year marked an exciting milestone with the successful launch of our very first
internship program. The 11-week program provided early-career professionals with
valuable real-world experience while allowing us to engage with emerging talent.
TAG looks forward to building on the success of this pilot programme and continue to
invest in developing young talent.

We continued our investment in developing future skills through Apprenticeships and
external professional development programs. These initiatives have been key in bringing
in specialised skills that are aligned with our long-term business objectives and succession
planning needs.
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6. GROUP OVERVIEW

6.5 COLLEAGUE EXPERIENCE CONTINUED

COMMUNICATION AND ENGAGEMENT

Throughout 2024, we continued to build on our weekly Community Brief meetings,
ensuring all colleagues received key business updates and had the opportunity to ask
guestions, reinforcing our two-way communication approach.

Colleagues also benefitted from weekly 1:1 and team meetings to focus on development,
recognising what is going well, identify areas for improvement, and ensure ongoing
support for their growth.

We returned to Blackpool Tower for our annual Colleague Conference which provided an
opportunity for all colleagues to meet, reflect on the past 12 months achievements, and
celebrate with our annual TAG Star Awards. We also recognised our long-serving
colleagues, including presenting our second 20-year service award to our Regulatory
Director, Jonathan Lenton. Additionally, the conference also provided a valuable platform
to share our key priorities and objectives for 2025 and beyond.
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6. GROUP OVERVIEW

6.5 COLLEAGUE EXPERIENCE CONTINUED

To enhance engagement, we introduced WorkBuzz; a survey platform that supports more
targeted questioning and helps us gather more tailored, meaningful feedback from our
colleagues. Building on the feedback gathered during our Engagement and Listening
Sessions, we have identified four key themes to focus on: role clarity, leadership,
communication, and wellbeing.

Engagement remains a critical measure of our effectiveness and is central to developing
a high-performing culture. Looking ahead, we will conduct more frequent pulse surveys,
enabling us to gather faster, actionable insights and make informed, data-driven decisions.

The results of our engagement approach were reflected in the impressive 94%
participation rate in our WorkBuzz survey, an increase of 1% from last year, along with an
engagement score of 77% which marked a 3% improvement compared to the previous year.

alh

COLLEAGUE FEEDBACK

“The business keeping us informed about the current status, ongoing objectives
and re-iterating the key values within the business. The team activity was a great
deal of fun and it was nice to work with people you don’t normally see on a
day-to-day basis.”
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6. GROUP OVERVIEW

6.5 COLLEAGUE EXPERIENCE CONTINUED

EXTERNAL ENGAGEMENT

We made improvements to our CMS system to capture consumer diversity data at the
point of case submission. This allows us to monitor trends of consumers accessing our
service and understand the success of our engagement activity.

ENERGY COMMUNICATIONS
OMBUDSMAN OMBUDSMAN
WEBSITE USERS IN WEBSITE USERS IN
2024 = 1,860,055 2024 = 987,196

(up 124% from 2023) (up 219% from 2023)

Organic search users: 415,148 Organic search users: 128,322
(up 327% from 2023) (up 361% from 2023)

Following the launch of our new branded websites in 2023, we have had a continued focus
on our SEO and representation in search engines, working to ensure that we are reaching
as many consumers across the UK as possible. By focusing on our search engine positions,
combined with our ongoing consumer experience research, we have been able to identify
which areas of the UK are engaging well with our service and which areas we need to raise
our awareness.

Our service exists to support consumers from all walks of life with a way to resolve their
energy and communications disputes. In parallel with raising our brand awareness, we
have been identifying which demographics are struggling to access our service.

There was increased activity across our social media channels and press mentions which
is part of our strategy to be alarger presence in the conversations regarding the UK
energy and communications sectors. We believe both Energy Ombudsman and
Communications Ombudsman can contribute significantly to moving the sectors forward,
and our unique insight and data usage will become vital for accountability as the UK
adjusts following the energy crisis.

We also provided two dedicated Portal websites offering guidance and resources for
suppliers and providers on how to respond effectively to consumers and what to expect as
a member of our service.

Assisting both suppliers and consumers to use our service is crucial to the success of a
balanced ADR service. Equally important, is our ongoing work with businesses to highlight
points that cause detriment to consumers so that they can adjust and improve their
customer experience.
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7. ENERGY OMBUDSMAN

ENERGY OMBUDSMAN

KEY ANNUAL RESULTS
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In 2023, Energy Ombudsman received a record number of disputes, driven by the energy
price crisis and the broader cost of living pressures. This year, as prices fell and inflation
stabilised, we saw some signs of the sector settling, with our annual case volume
decreasing by 24% to 92,938. Nonetheless, the number of disputes we handled in 2024
remained higher than pre-crisis levels, reflecting the ongoing challenges faced by
energy consumers.

Billing disputes continued to be the most common issue, accounting for 58% of our case
volume in 2024. Many of these cases involved consumers questioning the amount of gas
or electricity they had been charged for. It remains vital that energy suppliers issue
accurate bills to reduce disputes of this nature and build trust with their consumers.

As an Ombudsman, sharing our unique data and insights enables us to highlight emerging
trends, and drive progress across the sector. In the final quarter of 2024, we introduced

a new reporting format that presents our data in a more visual manner, showing how the
sector and suppliers are performing over time and compared to other suppliers.

Annual Report 2024 - energyombudsman.org 33




7. ENERGY OMBUDSMAN

7. ENERGY OMBUDSMAN CONTINUED

In Q4 2024 we reported for the first time on how well suppliers are meeting their regulatory
obligations to signpost consumers to our service once a complaint reaches eight weeks or
deadlock. Less than half (43%) of eligible complaints were evidenced as correctly
signposted. While this marks an improvement from 2023 (up from 35%), we remain
concerned that too many consumers are still not being made aware of their right to an
independent review. We will continue to work closely with suppliers in 2025 to ensure that
all consumers can access our service when they need it.

Across the year we hosted two Sector Liagison Panel events, inviting suppliers to our head
office. These events enable our team to further engage with energy suppliers,

sharing best practice and business updates, analysing complaint data, and discussing the
challenges facing consumers and the wider industry to help improve the sector overall.

It also provides an opportunity for energy suppliers to network and engage with

each other.

This year also marked the completion of our second year resolving disputes with Energy
Brokers. As awareness of the scheme grew, so did the number of disputes, which

doubled in our second year to 1,566. Dispute volumes reduced in the latter half of the year
and then stabilised. We also welcomed 14 Brokers for a Round Table event, and we were
joined virtually by representatives from the Department for Energy Security and Net Zero
(DESNZ). The event served as an opportunity to explore how we can strengthen our
engagement with brokers and ensure that we are providing a service that works for

all stakeholders. For more details, you can view our annual energy broker report on

our website.

Ener
q Ombgydsman

Broker Dispute
Resolution Scheme

Annual Review | Year 2

1st December 2023 - 30th November 2024
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In October we were thrilled to welcome the new Parliamentary Under-Secretary of State
(Minister for Energy Consumers), Miatta Fahnbulleh MP, to our head office. It was a
privilege to host the Minister and share our commitment to consumer protections.

Our collaboration with political stakeholders is key to shaping effective policies that
benefit all energy users. During her visit the Minister talked about the forthcoming remit
extension for small business consumers.

On 19 December 2024, the small business remit extension came into effect, enabling us to
accept disputes from businesses with up to 50 employees (or who meet certain usage
criteria). This was a major development for our service, ensuring small businesses also
have access to redress if they feel they have been treated unfairly by their supplier.
Throughout the year we prepared for this extension by bringing in additional expertise to
strengthen our regulatory team and by delivering new training to our Investigation Team.
We now look forward to helping more small businesses resolve disputes in 2025.

In addition, this year Parliament passed legislation allowing us to help with unresolved
disputes between consumers and heat networks. Our work in this area will commence on
1 April 2025.

Finally, we were pleased to have been re-approved by both Ofgem and the Ombudsman
Association, underscoring our continued commitment to delivering an independent, fair,
and trusted service.

Annual Report 2024 - energyombudsman.org 35




()

Communications
Ombudsman

COMMS



cCOMMS OMBUDSMAN

KEY ANNUAL RESULTS
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In 2024, Communications Ombudsman accepted 31,477 disputes for broadband, mobile,
landline and Pay TV service providers. This volume represented a 28% increase compared
to 2023 and was driven primarily by a communications provider that experienced
significantly higher volumes of complaints in 2024, so it was not representative of the
sector as awhole.

Throughout this busy period our team handled the increase effectively and we continued
to meet all regulatory requirements and KPlIs, with 98% cases decided in under 42 days
and 99% of cases decided within 56 days.

For consumers, customer service issues were the most common reason they turned to us
in 2024, with disputes in this area rising by 61% on the previous year.

Billing complaints also increased by 36%. Our experience in these cases has shown us that
many of these disputes are not because they are difficult to resolve or due to a genuine
difference of opinion, but often arise from how complaints have been handled by
providers. Delays, poor communication, and promises not being kept continue to leave
consumers with unresolved issues that could have been addressed much sooner.
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8. COMMS OMBUDSMAN CONTINUED

We continued to monitor signposting rates and, whilst rates are generally higher than in
energy, our data suggested that providers with low signposting rates often face broader
challenges with complaint handling. We therefore worked directly with a number of
providers to help them improve their processes and the experience for consumers.

To further share our insights and to connect and collaborate with providers, we held two
Sector Liaison Panel events in 2024. In these session, we explored trends, shared best
practices and discussed challenges facing the industry.

This year, Ofcom completed the ADR review as it prepares to formally consult on the ADR
services in the Communications sector, something that we eagerly anticipate in 2025.

Looking ahead, we remain committed to using our insights to drive improvements across
the sector. By regularly publishing performance data and working closely with providers,
we aim to help reduce avoidable complaints and build greater trust between consumers
and their communications providers.
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9. FLEXIBLE RESOLUTION SERVICES

We helped over 92,000 motorists with their parking appeals, very similar numbers to the
previous year. This shows a steady and consistent need for our service from motorists who
believe they received incorrect or unfair parking charge notices, often involving mitigating
circumstances.

In last year's report, we highlighted the inconsistency in how parking operators handled
appeadals that involved circumstances beyond the control of the motorist. This is something
that has a significant impact on the reputation of the industry and is often why we see
news stories.

During the year, we welcomed news of the British Parking Association (BPA) and the
International Parking Community (IPC) coming together to design a single Code of
Practice to cover all parking on private land. The new Code provides increased protection
for motorists — particularly when it comes to parking operators’ treatment of mitigating
circumstances.The new Code of Practice has been reviewed and training will be provided
to the team on the new standards.

We continued to work with the BPA when identifying potential problems with car parks
and systems, identifying trends and repeated appeals. This is just one of the ways that we
use our insights to drive positive change in the industry for other motorists and to try and
prevent future appeals.

We also took part in BPA Live roadshows, talking directly to parking operators about
some of the issues that may confuse motorists and lead to parking charges. We are proud
that our work goes beyond helping only those motorists that appeal to us; by working
with the BPA and engaging with operators, we can help improve industry standards.
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Since the UK’s Online Safety Act (OSA) came into law in October 2023, digital services
have been preparing for the new rules, including enhanced user protections to clamp down
onillegal content, child safety by design; and the new transparency requirements. Ofcom
made great progress with its public consultations, that we contributed to, and launched
several important updates, including codes and guidance documents to help businesses
comply with the new rules.

EU’s Digital Services Act (DSA) fully came into force in February 2024, establishing a new
regulatory infrastructure to improve the safety of users while protecting fundamental
rights and freedom of expression. The year also brought about various challenges for
platforms and users, blurring lines between the online and the offline world, which sparked
reactions from policymakers and society at large.

Considering these developments, we continued to work on three major fronts: growing
The Internet Commission'’s brand, working on the launch of a new product, and considering
how these changes willimpact ADR provision.

We took part in various events, including RAID in Brussels, and launched a white paper
focused on the role of redress as established in the DSA, which we presented at the DSA
and Platform Regulation Conference at the University of Amsterdam and blogged about
on the London School of Economics Media Lab portal.

We now have an Advisory Council that will extend in scope and membership during 2025.
It will help us pave the road towards the launch of the new product, which will become a
major milestone for Trust Alliance Group in its mission to maintain and restore trust
between consumers and businesses.

Next year already looks like an eventful year in terms of regulatory and business
responses that will be needed to address issues arising in the realm of online safety and
trust in the UK and globally. We will ensure that TAG is positioned to make positive
contributions to these developments.
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LUMIN

Building on our commitment to delivering a best-in-class case management system, we
strengthened our ability to reach undeserved sectors of the community by capturing and
leveraging better-quality data. This data has enabled us to identify and support
consumers who may not traditionally engage with our services, as well as enhance our
capabilities in providing additional assistance to those who need it.

System updates have introduced Al and automation technologies that drive efficiencies,
streamline processes, and create greater value for both suppliers, providers
and consumers.

Beyond platform development, the team has played a key role in supporting wider Group
initiatives, including the successful expansion of the small business remit for Energy
Ombudsman.

Looking ahead, we aim to widen consumer access by integrating with supplier platforms,
enabling seamless connectivity and faster data retrieval. This will streamline the process
for consumers, making it easier for them to engage with our services through the
platforms they already use. We are also supporting The Internet Commission’s ambition

to be the world's leading independent network for online trust and safety by developing a
membership portal where members can share insights, collaborate, and apply best
practices. Alongside these initiatives, we remain focused on refining the consumer, supplier
and colleague experience across existing platforms and supporting the development of
new products that extend the experience across all stakeholders.
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GOVERNANCE AND RISK

The Governance and Risk function continued to enhance processes and embed
frameworks to drive quality and improve service delivery. A comprehensive Quality
Framework was developed and implemented across the operation, establishing clear
expectations and standardised processes to enhance consistency and excellence in the
quality of our service. This framework goes beyond traditional quality management,
providing robust standards that enable continuous monitoring and improvement,
supporting operational success and organisational effectiveness.

To further support the Group's commitment to excellence, we introduced a Service Im-
provement Team. This team works collaboratively across business units to identify
opportunities to improve customer service, reduce service complaints, and enhance
overall service delivery. Together, these initiatives demonstrate our ongoing commitment
to continuous improvement and service excellence.

GROUP IT

Building on the strong foundation established in 2023, we launched the Group
Infrastructure Programme (GIP). This initiative ensures that our technology investments
over the next five to seven years will support continued business growth, resilience, and
efficiency.

The GIP is designed to deliver a more agile, scalable, and secure IT environment, enabling
us to harness the latest technological advances while ensuring long-term stability for the
Group. This includes:

e Cloud Evolution — A refined approach to cloud optimisation that enhances scalability,
cost-efficiency, and operational flexibility.

e Cyber Resilience — Strengthening security frameworks through continuous network
enhancements, advanced threat detection, and proactive risk mitigation.

e Enterprise-Wide Technical Alignment — A structured approach to harmonising
infrastructure across all business functions, ensuring seamless system integration and
data flow.

As we advance into 2025 and beyond, the focus remains on ensuring that
technology serves as an enabler, not a decision-maker. Through strategic
investments and the Group Infrastructure Programme, we are establishing a
future-ready IT ecosystem that supports growth, enhances security, and
unlocks new efficiencies across the business.
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11. SUPPORT SERVICES CONTINUED

DATA

One of the most transformative steps taken in 2024 was the full migration of our legacy
reporting infrastructure to Microsoft Fabric. This transition has positioned us for long-term
scalability while unlocking greater agility in how we manage, analyse, and leverage data
across the organisation.

At the same time, Power Bl data software was fully embedded across the organisation,
providing seamless access to real-time data and analytics. As an added benefit, this
self-service platform can be made available to suppliers and providers, enabling them to
independently interact with dataq, identify trends, and enhance their decision-making
processes with minimal reliance on manual reporting.

As we continue our investment in data innovation, our focus remains on delivering secure,
scalable, and insightful data solutions. By future-proofing our data infrastructure,
expanding our Al capabilities, and enabling greater self-service analytics, we are ensuring
that data remains a competitive advantage in the years to come.

CONTINUOUS IMPROVEMENT

The team worked on a varied range of projects for the Group during the year.

This included aligning our operating model to ensure full end-to-end ownership with the
same case handler for our consumers, thereby improving their experience. We also
implemented automation efficiencies for our email channel and supported the extension
of our remit to support small businesses in December. Throughout all of this we continued
to enhance our processes and governance to make it a more efficient and

effective process.
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12. INDEPENDENT ASSESSOR’'S REPORT

INDEPENDENT ASSESSOR

The total number of cases reviewed by the Independent Assessor (IA) continued to
decrease from the 2022 level of 188 and, at 44 cases, was almost half the level in 2023 at
81 cases. The 2024 cases represented 0.04% of total cases, a decline of 0.01% from 2023.

The reduction was a result of several reasons, including:

e Significant progress within TAG in resolving consumer problems internally without
the consumer needing to appeal to the IA.

 TAG providing clearer information to a consumer of the scope of the areas that the IA
can address and those that they cannot. This resulted in the IA focusing on the most
complex cases.

« Analteration in policy that reduced the terms under which goodwill payments are
made. Goodwill awards were only granted on an exceptional basis, where it was clear
that the consumer had experienced financial loss because of the service provided by
TAG. This occurred on two occasions out of the 44 cases.

The breakdown of complaint outcomes was as follows:
 59% were not upheld, in that they were deemed to be without merit. This compares

to 4% in 2023.

e 439% were justified in that the |IA found the complaint to be correct, but this had already
been acknowledged by TAG. This compares to 70% in 2023.

» 52% had at least one element upheld. This compares to 26% in 2023, 56% in 2022, and
52% in 2021. This marks a return to the levels before 2023, with that year being
an outlier.

43% 52%

were confirmed as had at least one
correct by the IA element upheld

5%
of complaints were
not upheld

66% 52%

contained invalid included new
elements complaints

82%

identified and
corrected internally
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In summary, a substantial proportion of complaints (82%) were being identified and
corrected by TAG's internal complaints procedures and then confirmed during the
investigations of the IA. Most cases (66%) contained an element that was not viewed as
valid by TAG or the Ombudsman. However, more than half (52%) of cases included a
complaint that was confirmed by the |A that had not previously been accepted by TAG.

OBSERVATIONS

During 2024, the number of cases reviewed by the |A was reduced considerably

following policy and process amendments within TAG and also reflected a general
decrease in complaints referred to Energy Ombudsman and Communications
Ombudsman. There remained a high number of complaints that were found to be upheld
by the IA, which had not previously been addressed by TAG, and this remained consistent
across the year. Recently, process changes have begun to show more robust
management of complaints, and the IA is hopeful that this will show a reduction

during 2025.

The subject of the complaints remains consistent with previous years, with 52% of
complaints involving slow responses to consumers. There is considerable opportunity to
address these problems through process changes and technology deployment to ensure
cases are appropriately managed and always monitored, and particularly because of
staff absence.
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OUR PRIORITIES FOR
2025 - 2026

The priorities for 2025-26 continue to be achieving the strategic goals, while also
effectively running and improving the business. Clear objectives have been identified
under each goal and a programme of improvement projects identified for the year.

Relevance

Supporting the relevance goal, the current operating model will continue to be evolved to
improve the consumer experience and decision making. At the same time, we will be
considering what a future operating model needs to look like so that it delivers for the
consumer needs of the next 10 years.

Reach and Accessibility

To support the reach and accessibility goal, the two Ombudsman businesses will continue
with educational programmes targeting under-represented groups and addressing the
key barriers identified in research. To reach more consumers, we will also work with
stakeholders to support automated referrals to remove the burden from consumers in
accessing us.

Additional Support

We will also continue to develop capability within the group to help colleagues and
consumers when additional support may be required. This will include additional training
for all colleagues and the establishment of a specialist additional support team.

Remit

The next remit opportunities will include introducing the redress scheme for heat networks
in April 2025, as we prepare for regulation in 2026. We will also prepare to launch Online
Responsibility Network, a new business aimed at improving online experiences and
mitigating online harms by bringing together cross-sector expertise into a paid-for
membership network. We will also support Government on introducing a Single
Independent Appeals Service (SIAS) for the parking sector. More generally, we continue to
engage with regulators, Government and other stakeholders to identify other
opportunities for building trust between consumers and businesses.

Capability

Key to the achievement of these priorities is continued investment in Group capability.
Key improvement programmes will therefore include improving technology platforms and
strengthening data capture, systems, reporting and insight generation. This investment
will also need to focus on bringing colleagues with the relevant skills to sustain and grow
the Group over the next five years.
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FINANCIAL HIGHLIGHTS

REVENUE SURPLUS/LOSS

2023: £52.9M 2023: £4.6M

CAPITAL AND RESERVES LIQUIDITY RATIO

1.6

2023: £15.3M 2023:21
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GROUP STRATEGIC REPORT

TRUST ALLIANCE GROUP LIMITED

GROUP STRATEGIC REPORT
FOR THE YEAR ENDED 31 DECEMBER 2024

The directors present the Strategic Report and financial statements for the year ended 31 December 2024.
Review of the business

Trust Alliance Group provides independent dispute resolution nationally for the Energy and Communications
sectors. The business also administers the Parking on Private Land Appeals (POPLA) service on behalf of the
British Parking Association, and has an online harms business — The Internet Commission.

Between January and December 2024, our Energy and Communications Ombudsman schemes accepted just
over 124,000 disputes from consumers accessing our service. The number of energy cases we accepted
decreased by 24% compared to 2023, while communications cases increased by 28% from the previous year.

In 2023, Energy Ombudsman received a record number of disputes, fuelled by the energy price crisis and the
wider cost of living crisis. In 2024, disputes fell 24% to 92,938, as prices fell, and inflation stabilised. In the
communications sector we saw an increase that was primarily caused by a communications provider receiving
significantly more disputes than previously — it is not representative of the wider sector.

We have made great progress in ensuring that our remit stays up to date and relevant for consumers. For
example, we are now able to provide small businesses (with up to 50 employees) with access to free redress via
the Energy Ombudsman and the Broker ADR scheme and, in 2025 we will be providing access to Energy
Ombudsman to all consumers on heat networks across the UK.

As we move into 2025, we are looking at how we can improve access to our service and reduce the onus on the
consumer to drive the process. We are also continuing to discuss how we can play our part in helping to build
consumer trust by providing access to free redress in the wider energy sector. We look forward to working with
other stakeholders in undertaking the groundwork to help consumers have trust and confidence in the existing
and future of the energy sector.

In the online responsibility space, we have leveraged and expanded the capabilities created through The Internet
Commission acquisition in 2022. This has enabled us to develop a clearer understanding of stakeholder
challenges and, with the support of internal teams and external agencies, create a product proposition to help
businesses and stakeholders navigate and succeed in this complex environment.

Colleagues in this business unit have continued to build their network and knowledge by attending and
contributing to events across the world.

Working with The Internet Commission, we are also delivering expert opinion in the UK and across the EU to
help make all our lives safer online and are exploring new policy opportunities to support consumers when things
go wrong.

Recognising the ongoing challenges faced by suppliers, we liaised closely with Ofgem and Ofcom and looked at
new ways of working to help suppliers and providers focus their resources on helping consumers. We support
both Ofgem's and Ofcom's continued work within their core regulatory functions and aim to work with them make
the retail markets fit for the future.
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TRUST ALLIANCE GROUP LIMITED

GROUP STRATEGIC REPORT (CONTINUED)
FOR THE YEAR ENDED 31 DECEMBER 2024

Review of the business (continued)

Within the parking sector, over 92,000 motorists reached out to the POPLA service for help. 40% of appeals that
completed the POPLA process resulted in the appellant’s parking charge being cancelled. This level of demand
showed the continued need for independent appeal handling. Our POPLA team coped well with the demand,
handling 17,011 inbound calls, with 96% of calls answered within 30 seconds.

Throughout 2024, we continued to implement our strategic options for the future. The Board had approved three
areas of strategic focus around Alternative Dispute Resolution (ADR) consolidation, diversification and
broadening the energy remit. As the market moves from being commodity to service-based, and with
technological developments such as electric vehicles, we believe there's more need than ever for consumer
protection to keep pace with these advances.

Our key strategic goals for TAG continue to serve as the foundation of Group Strategy, shaping and guiding both
internal and external initiatives while remaining an integral part of the organisation’s daily operations and culture.

A key strategic priority has been adapting Energy Ombudsman services to the evolving energy retail landscape,
supporting the UK’s transition towards Net Zero, and ensuring consumers interacting with energy-related
products and services have access to clear and comprehensive ADR solutions.

We have refined and strengthened our operating model to better serve stakeholders, including new stakeholder
groups, with SME consumers joining Energy Ombudsman’s remit in December 2024. Additionally, we have
enhanced our legal capabilities to support our work in the Energy Ombudsman Broker Scheme. A core focus in
2024 has been future-proofing ADR against changing demographics, with initiatives designed to better
understand ADR awareness and preferences among Gen Z.

Despite the challenges of changes in case volumes, we have maintained momentum in our strategic planning as
well as focusing on our people and supporting consumers throughout 2024.

Results

Trust Alliance Group recorded a loss, after taxation, of £3,383,645 (2023: profit £4,643,830) for the year. This
was in line with the Board's expectations of achieving a result based on the volume decrease in the Energy
sector as The Energy Ombudsman and Ofgem have worked closely with suppliers to improve transparency and
service standards, helping to rebuild trust across the sector.

This year’s result was a swing from the £4,643,830 group profit of 2023 which saw the highest volume of
complaints in the Energy Sector because of the energy crisis and inflated gas prices. A reduction of turnover and
increase in operating costs for 2024 has contributed to this result difference as well as an increased tax charge
because of a change to group trading status.

The business was able to absorb this loss supporting the energy market with reducing operating costs where we
could mitigate the impact. The directors continue to focus on reducing operating costs applicable to volumes and
continue to invest in training and technology to support best practice and value for money services.

The business has been able to maintain a level of reserves in line with the reserves policy set by the Board. The
policy aims to cover a range of three to six months total costs to enable the business the to deal with sudden
increases or decreases in case volumes, and to invest to sustain a quality service to all sectors.

Following a review by management, a prior period adjustment has been made in these financial statements
which restates the profit and loss of the Trust Alliance company only figures. The adjustment relates to,
recharges of costs that were incorrectly categorised last year. A prior year adjustment has been made in these
financial statements. Additionally, a prior period adjustment has been made in the consolidated financial
statements which reclassifies the finances leases into bank loans. This is because finance leases were
incorrectly categorised last year.
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TRUST ALLIANCE GROUP LIMITED

GROUP STRATEGIC REPORT (CONTINUED)
FOR THE YEAR ENDED 31 DECEMBER 2024

Risk

Risk Management forms part of the Board's system of governance, contributing to and protecting the
performance of the business. Trust Alliance Group recognises that risk management is an important tool and
therefore has a robust framework in place to facilitate controlled risk-taking. This includes regular risk reviews by
senior management, with the most significant corporate risks considered by the Audit and Risk Committee and
Board as appropriate.

A key risk to the business is the variability in case volumes driven by factors which are outside its control, such
as the volume of cases in the energy market caused by pricing issues. This risk is mitigated by on-going
forecasting and planning to ensure the business remains financially sound and can provide an effective service
to all its stakeholders.

Given the significant investment in implementation, the operational change risks will also be a continued focus
for the Committee in the coming year.

Internal audit

The Board recognises the need for independent assurance as part of the third line of defence, ensuring that first
line management controls and the second line Risk and Compliance functions are operating effectively.

To ensure a continued robust system of internal audit, an in-house internal auditor continues to provide
independent assurance to the Audit and Risk Committee. Reports provided to the Board include risk
management, governance, and internal control processes across the business.

Our people

The Board recognises that the group's ongoing commitment to the wellbeing and development of our colleagues
is a key element of our colleague strategy as we continue to build on the support and initiatives introduced the
previous year. This included access to flu jabs and mental health first aiders and ensuring that all colleagues
have the correct equipment for their role through DSE assessments.

This year we also launched a new interactive wellbeing handbook. This resource highlights the full range of
support available, offering practical tips and easy access to tools and resources that promote mental and
physical health, work-life balance, and stress management.

The colleague benefits package was also reviewed, adding new benefits whilst also enhancing existing ones,
such as pension contributions. We also placed further emphasis on one-to-one coaching and face-to-face time
with line managers to support colleague wellbeing.
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Key performance indicators
Diversity, Inclusion & Additional Support

We continue to make progress towards ensuring we meet our strategic goal of broadening our reach and our
services are accessible to all.

Our aim is to be a legitimate, trustworthy organisation through our reach and access work, all the time ensuring
all our stakeholders are central to our plans. We work closely with the Board, SLT and across the organisation to
deliver the necessary change.

In 2024 we focused on our strategic aim to increase our reach to people from under-represented groups. We
built on our research and understanding of under-represented groups by conducting Reach analysis which
confirmed our focus moving forward should be on the Asian, black and white non-British communities whilst
always paying attention to those from lower socio-economic groups.

We have developed a deeper understanding of under-represented consumers through establishing good
relationships with organisations based within those communities and key geographic areas. We are partnering
with community organisations to develop plans for medium and long-term actions.

To ensure our operation can support consumers in all circumstances, our Academy Team introduced an
Additional Support package to provide our colleagues with the knowledge and skills necessary to help
consumers needing additional support.

In 2024, we continued to honour key moments in our cultural calendar as part of our commitment to inclusion,
education, and community. Throughout the year, we recognised International Women’s Day, International Men’s
Day, Pride Month, Black History Month, and World Menopause Day, among others. Colleagues engaged in
these moments through events, guest speakers, awareness campaigns and community initiatives.

Our colleagues are important to the work that we do, and their health and wellbeing is one of our main priorities.
We support them to be their best at work and home, and to help with life's many challenges a suite of welfare
provisions including legal, financial, and circumstantial support is available to everyone.

The Board takes a close interest in ensuring that the business has the right talent in the right roles, regardless of
background, and Trust Alliance Group continues to meet gender pay reporting requirements.

Financial KPI's

e Liquidity ratio: 1.6 (2023: 2.1)
o Energy average remedy awarded: £176 (2023: £145)
e Communication average remedy awarded: £107 (2023: £145)

Operational KPI's

e Energy cases decided within 56 days: 99% (2023: 96%)

e Energy consumers reached us through signposting: 43% (2023: 35%)

e Communication cases decided within 56 days: 98% (2023: 99%)

e Communication consumers reached us through signposting: 58% (2023: 57%)
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Colleague focus

Whilst driving the success of the company and its impact on the sectors in which it operates, the company's
colleagues remain a key strategic focus for the board and supporting management team. All colleagues have the
opportunity to attend mindset training and, as part of the colleague development programme, an Additional
Support course is provided. This equips colleagues in providing additional support to consumers and other
colleagues who need it.

This support includes introducing Working Together principles, the identification and classification of additional
support needs, signposting where required and responding to consumer support requirements and personal
wellbeing.

Leadership workshops for Directors and Senior Leaders embed a consistent approach to leadership within the
business. Leadership development training is delivered to provide managers with the skills they need to be
successful in their daily roles whilst preparing them for progression opportunities. All our people leaders have
had the opportunity to enhance their performance management skills through sessions like effective one-to-ones
and peer-to-peer coaching to ensure ongoing support, and all new leaders joining the group attend a dedicated
onboarding programme.

With the ongoing challenge of the financial climate, there is a focus on colleague wellbeing (physical and
mental). This includes access to mental health first aiders, financial and legal advice/support, an employee
assistance programme, in-house or sourced gym facilities and access to the pantry (either directly or via food
parcels) which provides free food essentials for colleagues.

Environmental responsibility

The Board takes its environmental responsibilities seriously and is committed to reducing the impact the group
has on the environment.

Through our close working relationship with our environment consultant, Envantage, we have developed a robust
approach to reducing our carbon footprint.

During 2024 we continued to make good progress against our environment plans. Using baselining data we have
set Scope 1 and 2 Green House Gas emissions targets for 2030, aligned to science-based target setting, and
are pleased to have been able to meet these swiftly. Our focus now moves to maintain this success. Scope 3
Green House Gas emissions targets will be completed in 2025 as we’ve completed comprehensive data capture
and analysis of our upstream and downstream activities. Of note, we have worked with suppliers to understand
more accurately our Green House Gas emissions through our value chain.

Corporate social responsibility

The Board supports the community work the group undertakes and encourages all colleagues to actively support
projects. In 2024 we continued our work locally but extended our influence internationally, with a small number of
colleagues spending 10 days volunteering in Ghana.

We continued to make a difference in our local areas of Halton and Warrington, Hartlepool and Nottingham,
contributing to inclusion, reducing hardship, environment and local school children.

We developed our relationships with foodbanks in Warrington, Hartlepool and Nottingham providing warehouse
volunteering hours and food donation drives which help support thousands of people living in challenging
circumstances. We also came to the end of our agreement with Mersey Forest, having delivered a significant
impact during our contract.
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Corporate social responsibility (continued)

Our volunteering and fundraising efforts in 2024 had the following impact:

o raised over £12k for our charities
e volunteering accounted for 800 hours of colleague time.

Our work with local primary schools grew in 2024 extending into Warrington and continuing in Halton, with
activities over Easter and Summer, while over 1,250 children from fifteen schools joined us for a TAGmas event
to meet Santa, receive a gift and have some festive fun.

We will be reviewing our community work in 2024 to deliver further impact locally, regionally and further afield, to
ensure we embed this work throughout our business structure.

Future developments

In the longer-term, the group's strategic planning process has identified some new possibilities and strategic
options for the future. Central to these will be the core values of the group and the role the Ombudsman plays in
society - and ensuring this remains relevant in an ever-changing world.

Directors' statement of compliance with duty to promote the success of the company (S172
statement)

The directors of the company, as those within all UK companies must act in accordance with the duties detailed
in section 172 of the UK Companies Act 2006 which is summarised as follows:

A director of a company must act in the way he considers, in good faith, would most likely promote the success
of the company for the benefit of its members, and in doing so have regard (amongst other matters) to:

A. The likely consequence of any decision in the long term,

The interests of the company's employees

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

The impact of the company's operations on the community and environment

The desirability of the company maintaining a reputation for high standards of business conduct, and
The need to act fairly as between members of the company.

mmoow

Induction

Board members attend the same 'Introduction to TAG' induction training that all other colleagues attend. This
includes obtaining a full understanding of topics such as group structure, group purpose and additional support.
Their induction also includes time with key departments across the group so that they fully understand the key
business processes and with the leadership team to further embed understanding of roles and remits. Time is
particularly set aside within Operations to understand the consumer journey and the operational model. Previous
board packs and a thorough understanding of group strategic direction ensure a solid foundation is set.
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Directors' statement of compliance with duty to promote the success of the company (S172
statement) (continued)

Key Stakeholders

Externally, TAG has several key stakeholders that are key to its continued success that should be considered
under S172 requirements. TAG is the parent company of a number of external facing business units including
the Energy Ombudsman, Communications Ombudsman and The Digital Responsibility Network.

Although the role of each business unit may differ, the same principles in adherence to S172 apply. Stakeholders
listed in S172 include suppliers, providers, regulatory bodies, other third parties and customers (referred to by
TAG as consumers).

Suppliers and providers have dedicated relationship teams who promote collaboration in improving the customer
experience based on insights. Relationships with regulators are held at various levels, including board. Where
applicable, systemic issues are discussed to identify and inform how improvements to the relevant sector are
brought about. These relationships, including the sharing of forecasting data, help maintain a long-term vision to
act in good faith contributing to the continued success of the company.

The insights provided by the relevant business unit also feed into other key Stakeholder relationships, such as
Citizens Advice and Consumer Advice Scotland, to encourage transparency and build further trust with
consumers. Relationships are held with government and officials via the Policy and Public Affairs team -
extending to board members where appropriate.

Summary

Professional conduct is imperative in all areas of the business, from the governance that provides the guardrails
for a safe operation, to the support provided for colleagues and the community. The board has implemented an
annual internal audit programme, approved by the audit risk committee and introduced quality improvement and
service improvement functions to the business. The quality improvement function has a group remit and extends
beyond the operational function, to ensure assurance on quality is provided across the entire group. As part of
the risk approach, there is a mandatory Rhythms and Routines process that ensures awareness and risk is fed
both up and down through the group including board members.

This report was approved by the board on 1/8/2025 and signed on its behalf.

Tim (lemend=Jones

Lord T F Clement-Jones CBE
Director
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The directors present their annual report and the financial statements for the year ended 31 December 2024.
Principal activities

The principal activity of the company and group continued to be that of independent dispute resolution.
Results

The results for the year are set out on page 17.

Directors

The directors who held office during the year and up to the date of signature of the financial statements were as
follows:

Dr M M Amos

Lord T F Clement-Jones CBE

Mr S A Palmer

Mrs O Sodeinde

Mr P W Hewitt

Mrs G Drakeford

Mr M George

Mrs J S Davenport (resigned 28 February 2025)

Directors' Responsibilities Statement

The directors are responsible for preparing the Group Strategic Report, the Directors' Report and the
consolidated financial statements in accordance with applicable law and regulations.

Company law requires the directors to prepare financial statements for each financial year. Under that law the
directors have elected to prepare the financial statements in accordance with United Kingdom Generally
Accepted Accounting Practice (United Kingdom Accounting Standards and applicable law, including FRS 102
‘The Financial Reporting Standard applicable in the UK and Republic of Ireland’). 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 company and the group and of the profit or loss of the group for that period. In
preparing these financial statements, the directors are required to:

. select suitable accounting policies and then apply them consistently;
. make judgements and accounting estimates that are reasonable and prudent;
. state whether applicable UK Accounting Standards have been followed, subject to any material departures

disclosed and explained in the financial statements; and

. prepare the financial statements on the going concern basis unless it is inappropriate to presume that the
group will continue in business.

The directors are responsible for keeping adequate accounting records that are sufficient to show and explain
the company's transactions and disclose with reasonable accuracy at any time the financial position of the
company and the group and enable them to ensure that the financial statements comply with the Companies Act
2006. They are also responsible for safeguarding the assets of the company and the group and hence for taking
reasonable steps for the prevention and detection of fraud and other irregularities.

The directors are responsible for the maintenance and integrity of the corporate and financial information
included on the group's website. Legislation in the United Kingdom governing the preparation and dissemination
of financial statements may differ from legislation in other jurisdictions.
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Disabled persons

Applications for employment by disabled persons are always fully considered, bearing in mind the aptitudes of
the applicant concerned. In the event of members of staff becoming disabled, every effort is made to ensure that
their employment within the group continues and that the appropriate training is arranged. It is the policy of the
group that the training, career development and promotion of disabled persons should, as far as possible, be
identical to that of other employees.

Employee involvement

The group's policy is to consult and discuss with employees, through unions, staff councils and at meetings,
matters likely to affect employees' interests. Information about matters of concern to employees is given through
information bulletins and reports which seek to achieve a common awareness on the part of all employees of the
financial and economic factors affecting the group's performance.

Qualifying third party indemnity provisions

The company has indemnified, by means of directors’ and officers’ liability insurance, the director of the company
against liability in respect of proceedings brought by third parties, subject to the conditions set out in the
Companies Act 2006. Such qualifying third-party indemnity provision was in force during the year and is in force
as at the date of approving the Directors’ Report.

Energy and carbon report

As the company has consumed more than 40,000 kWh of energy in this reporting period, it does not qualify as a
low energy user under these regulations and is required to report on its emissions, energy consumption or
energy efficiency activities.

SECR

The Companies Act 2006 (Strategic Report and Directors’ Report) Regulation 2018 requires Trust Alliance
Group to disclose annual UK energy consumption and Greenhouse Gas (GHG) emissions from SECR regulated
sources. Energy and GHG emissions have been independently calculated by Envantage Ltd for the 12-month
period ending 31st December 2024.

Reported energy and GHG emissions data is compliant with SECR requirements and has been calculated in
accordance with the GHG Protocol and SECR guidelines. Energy and GHG emissions are reported from
buildings and transport where operational control is held — this includes electricity, gaseous fuels such as natural
gas and LPG, and business travel in company-owned vehicles and grey fleet. The table below details the SECR-
regulated energy and GHG emission sources from the current and previous reporting periods.

2024 2023
Energy consumption kWh kWh
Aggregate of energy consumption in the year
Natural Gas 35,568 18,801
Electricity 1,109,525 1,078,293
Business Travel 194,628 125,984
Total energy 1,339,721 1,223,078
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Energy and carbon report (continued)

2024 2023
Emissions of CO2 equivalent metric metric
tonnes tonnes
Scope 1 - direct emissions
- Gas combustion 6.5 3.4
Scope 2 - indirect emissions
- Electricity purchased 229.7 223.3
Scope 3 - other indirect emissions
- Fuel consumed for transport not owned by the group 47.0 30.5
Total gross emissions 283.2 257.2
Intensity ratio
Tonnes CO2e per employee 0.47 0.39
Methodology

Activity data have been converted into equivalent energy and GHG emissions using emissions factors published
by the UK Government in 2024. Electricity disclosures have been calculated using metered kWh consumption
taken from supplier fiscal invoices. GHG emissions associated with Scope 2 purchased electricity have been
reported using both market-based (MB) and location-based (LB) methodologies. MB emissions have been
carried into the total emissions figure — corresponding LB emissions have been included for comparison only.

Transport disclosures have been calculated using business mileage expense claim records. Vehicle information
such as engine size and type was not held against each mileage claim, therefore a vehicle of average size and
fuel type was assumed.

Missing energy consumption has been estimated based on the buildings floor area (m2) and benchmarking data
from the CIBSE Building Guide F, Table 20.1. This table provides typical fossil fuel and electricity consumption
figures for air-conditioned standard offices under typical practice condition. 8.5% of total energy consumption has
been estimated.

Intensity measurement
The chosen intensity measurement ratio is total gross emissions in metric tonnes CO2e per employee, the
recommended ratio for the sector.

Post balance sheet events

The Trust Alliance Group (TAG), formerly The Ombudsman Services ADR function, proactively engaged with
HM Revenue and Customs (HMRC) to review the taxable status of certain aspects of its operations. Through
constructive collaboration with HMRC, a resolution was reached, confirming that TAG will contribute corporation
tax on all trading from 2023, the year the group was formed. Importantly, this agreement has been recognised in
the current financial year and is not expected to give rise to a material financial impact in future years.

Disclosure of information to auditor
The directors confirm that:

. so far as each director is aware, there is no relevant audit information of which the company and the
group's auditor is unaware, and

. the directors have taken all the steps that they ought to have taken as directors in order to make
themselves aware of any relevant audit information and to establish that the company and the group's
auditor is aware of that information.
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Auditor

The auditor, Grant Thornton UK LLP, was appointed during the period and will be proposed for reappointment in
accordance with section 485 of the Companies Act 2006.

This report was approved by the board on 1/8/2025 and signed on its behalf.

Tim (Lomend—Jonrs

Lord T F Clement-Jones CBE
Director
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INDEPENDENT AUDITOR'S REPORT TO THE MEMBERS OF TRUST ALLIANCE GROUP LIMITED

Opinion

We have audited the financial statements of Trust Alliance Group Limited (the 'parent company') and its
subsidiaries (the 'group') for the year ended 31 December 2024, which comprise the Consolidated Statement of
Comprehensive Income, the Consolidated and Company Balance Sheets, the Consolidated and company
Statement of Changes in Equity, the Consolidated and Company Statement of Cash Flows and notes to the
financial statements, including a summary of significant accounting policies. The financial reporting framework
that has been applied in their preparation is applicable law and United Kingdom Accounting Standards, including
Financial Reporting Standard 102 ‘The Financial Reporting Standard applicable in the UK and Republic of
Ireland’ (United Kingdom Generally Accepted Accounting Practice).

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 31 December 2024 and of the group's loss for the year then ended;

. the financial statements have been properly prepared in accordance with United Kingdom Generally
Accepted Accounting Practice; and

. the financial statements have been prepared in accordance with the requirements of the Companies Act
2006.

Basis for opinion

We conducted our audit in accordance with International Standards on Auditing (UK) (ISAs (UK)) and applicable
law. Our responsibilities under those standards are further described in the 'Auditor's responsibilities for the audit
of the financial statements' section of our report. We are independent of the group and the parent company in
accordance with the ethical requirements that are relevant to our audit of the financial statements in the UK,
including the FRC's Ethical Standard, and we have fulfilled our other ethical responsibilities in accordance with
these requirements. We believe that the audit evidence we have obtained is sufficient and appropriate to provide
a basis for our opinion.

Conclusions relating to going concern

We are responsible for concluding on the appropriateness of the directors' use of the going concern basis of
accounting and, based on the audit evidence obtained, whether a material uncertainty exists related to events or
conditions that may cast significant doubt on the group's and of the parent company's ability to continue as a
going concern. If we conclude that a material uncertainty exists, we are required to draw attention in our report to
the related disclosures in the financial statements or, if such disclosures are inadequate, to modify the auditor's
opinion. Our conclusions are based on the audit evidence obtained up to the date of our report. However, future
events or conditions may cause the group and the parent company to cease to continue as a going concern.

In our evaluation of the directors' conclusions, we considered the inherent risks associated with the group's and
of the parent company's business model including effects arising from macro-economic uncertainties such as
the cost of living crisis, we assessed and challenged the reasonableness of estimates made by the directors and
the related disclosures and analysed how those risks might affect the group and the parent company's financial
resources or ability to continue operations over the going concern period.
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In auditing the financial statements, we have concluded that the directors' use of the going concern basis of
accounting in the preparation of the financial statements is appropriate.

Based on the work we have performed, we have not identified any material uncertainties relating to events or
conditions that, individually or collectively, may cast significant doubt on the group and the parent company's
ability to continue as a going concern for a period of at least twelve months from when the financial statements
are authorised for issue.

Our responsibilities and the responsibilities of the directors with respect to going concern are described in the
relevant sections of this report.

Other information

The other information comprises the information included in the Annual Report, other than the financial
statements and our Auditor's Report thereon. The directors are responsible for the other information contained
within the Annual Report. Our opinion on the financial statements does not cover the other information and,
except to the extent otherwise explicitly stated in our report, we do not express any form of assurance conclusion
thereon.

Our responsibility is to read the other information and, in doing so, consider whether the other information is
materially inconsistent with the financial statements or our knowledge obtained in the audit or otherwise appears
to be materially misstated. If we identify such material inconsistencies or apparent material misstatements, we
are required to determine whether there is a material misstatement in the financial statements themselves. If,
based on the work we have performed, we conclude that there is a material misstatement of this other
information, we are required to report that fact.

We have nothing to report in this regard.
Opinions on other matters prescribed by the Companies Act 2006
In our opinion, based on the work undertaken in the course of the audit:

. the information given in the Strategic Report and the Directors' Report for the financial year for which the
financial statements are prepared is consistent with the financial statements; and

. the Strategic Report and the Directors' Report have been prepared in accordance with applicable legal
requirements.
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Matter on which we are required to report under the Companies Act 2006

In the light of the knowledge and understanding of the group and the parent company and their environment
obtained in the course of the audit, we have not identified material misstatements in the Strategic Report or the
Directors' Report.

Matters on which we are required to report by exception

We have nothing to report in respect of the following matters in relation to which the Companies Act 2006
requires us to report to you if, in our opinion:

. adequate accounting records have not been kept by the parent company, or returns adequate for our audit
have not been received from branches not visited by us; or

. the parent company financial statements are not in agreement with the accounting records and returns; or

. certain disclosures of directors' remuneration specified by law are not made; or

. we have not received all the information and explanations we require for our audit.

Responsibilities of directors

As explained more fully in the Directors' Responsibilities Statement set out on page 8, the directors are
responsible for the preparation of the financial statements and for being satisfied that they give a true and fair
view, and for such internal control as the directors determine is necessary to enable the preparation of financial
statements that are free from material misstatement, whether due to fraud or error.

In preparing the financial statements, the directors are responsible for assessing the group's and the parent
company's ability to continue as a going concern, disclosing, as applicable, matters related to going concern and
using the going concern basis of accounting unless the directors either intend to liquidate the group or the parent
company or to cease operations, or have no realistic alternative but to do so.
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Auditor's responsibilities for the audit of the financial statements

Our objectives are to obtain reasonable assurance about whether the financial statements as a whole are free
from material misstatement, whether due to fraud or error, and to issue an Auditor's Report that includes our
opinion. Reasonable assurance is a high level of assurance, but is not a guarantee that an audit conducted in
accordance with ISAs (UK) will always detect a material misstatement when it exists.

Misstatements can arise from fraud or error and are considered material if, individually or in the aggregate, they
could reasonably be expected to influence the economic decisions of users taken on the basis of these financial
statements.

Irregularities, including fraud, are instances of non-compliance with laws and regulations. The extent to which our
procedures are capable of detecting irregularities, including fraud, is detailed below:

. We obtained an understanding of the legal and regulatory frameworks that are applicable to the group and
determined that the most significant which are directly relevant to specific assertions in the financial
statements are those related to the reporting frameworks (FRS102 and the Companies Act 2006) and the
relevant tax compliance regulations in the jurisdictions in which the company operates.

. We enquired of management whether there were any instances of non-compliance with laws and
regulations or whether they had any knowledge of actual, suspected fraud. We corroborated the results of
our enquiries to supporting documentation such as board minute reviews. From the procedures performed
we did not identify any matters relating to non-compliance with laws and regulation or matters in relation to
fraud:

— Evaluation of the processes and controls established to address the risks related to irregularities and
fraud;

— Testing journal entries, in particular journal entries relating to management estimates and entries
determined to be large or relating to unusual transactions;

— ldentifying and testing related party transactions.

. These audit procedures were designed to provide reasonable assurance that the financial statements
were free from fraud or error. The risk of not detecting a material misstatement due to fraud is higher than
the risk of not detecting one resulting from error and detecting irregularities that result from fraud is
inherently more difficult than detecting those that result from error, as fraud may involve collusion,
deliberate concealment, forgery or intentional misrepresentations. Also, the further removed non-
compliance with laws and regulations is from events and transactions reflected in the financial statements,
the less likely we would become aware of it.

. The assessment of the appropriateness of the collective competence and capabilities of the engagement
team included consideration of the engagement team's knowledge of the industry in which the client
operates in and understanding of, and practical experience through training and participation with audit
engagements of a similar nature.

. In assessing the potential risks of material misstatement, we obtained an understanding of: the group's
operations, including the nature of its revenue sources, expected financial statement disclosures and
business risks that may result in risk of material misstatement and the company's control environment
including the adequacy of procedures for authorisation of transactions.
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(CONTINUED)

A further description of our responsibilities for the audit of the financial statements is located on the Financial
Reporting Council's website at: www.frc.org.uk/auditorsresponsibilities. This description forms part of our
Auditor's Report.

Use of our report

This report is made solely to the company's members, as a body, in accordance with Chapter 3 of Part 16 of the
Companies Act 2006. Our audit work has been undertaken so that we might state to the company's members
those matters we are required to state to them in an Auditor's Report and for no other purpose. To the fullest
extent permitted by law, we do not accept or assume responsibility to anyone other than the company and the
company's members as a body, for our audit work, for this report, or for the opinions we have formed.

LR Ghontin UK LS

Gareth Hitchmough BSc FCA

Senior Statutory Auditor

for and on behalf of Grant Thornton UK LLP
Statutory Auditor, Chartered Accountants
Liverpool

Date: 1/8/2025

Annual Report 2024 - trustalliancegroup.org 67




STATEMENT OF INCOME

TRUST ALLIANCE GROUP LIMITED

CONSOLIDATED STATEMENT OF COMPREHENSIVE INCOME
FOR THE YEAR ENDED 31 DECEMBER 2024

Turnover

Administrative expenses

Operating (loss)/surplus

Interest receivable and similar income
Interest payable and similar expenses
Change in value of investments

(Loss)/surplus before taxation

Tax on (loss)/surplus

(Loss)/surplus for the financial year

2024 2023
Note £ £

4 47,862,203 52,976,026
(50,483,550) (48,036,131)

5  (2,621,347) 4,939,895

9 17,458 33,198
10 (11,317) -
11 433,086 67,618

(2,182,120) 5,040,711
12 (1,201,525)  (396,881)

(3,383,645) 4,643,830

There were no recognised gains and losses for 2024 or 2023 other than those included in the Consolidated

Statement of Comprehensive Income.

The notes on pages 24 to 47 form part of these financial statements.
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CONSOLIDATED BALANCE SHEET
AS AT 31 DECEMBER 2024

2024 2023
Note £ £
Fixed assets
Intangible assets 13 3,797,352 3,873,353
Tangible assets 14 1,703,508 2,537,404
Investments 15 3,902,458 3,469,372
9,403,318 9,880,129
Current assets
Debtors: amounts falling due within one year 16 7,012,221 8,960,308
Cash at bank and in hand 3,693,056 5,200,730
10,705,277 14,161,038
Creditors: amounts falling due within one
year 17 (6,591,531) (6,645,828)
Net current assets 4,113,746 7,615,210
Total assets less current liabilities 13,517,064 17,395,339
Creditors: amounts falling due after more
than one year 18 (246,191) (630,816)
Provisions for liabilities
Deferred tax 20 (370,380) (547,665)
Provisions 21 (945,039) (877,759)
(1,315,419) (1,425,424)
Net assets 11,955,454 15,339,099
Capital and reserves
Income and expenditure account 23 11,955,454 15,339,099
Total equity 11,955,454 15,339,099

The financial statements were approved and authorised for issue by the board and were signed on its behalf on

1/8/2025
T?m wa&fjoms
Lord T F Clement-Jones CBE
Director

The notes on pages 24 to 47 form part of these financial statements.
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CONSOLIDATED BALANCE SHEET

TRUST ALLIANCE GROUP LIMITED
REGISTERED NUMBER:04351294

COMPANY BALANCE SHEET
AS AT 31 DECEMBER 2024

As restated

2024 2023
Note £ £
Fixed assets
Tangible assets 14 977,026 1,519,837
Investments 15 3,902,558 3,469,472
4,879,584 4,989,309
Current assets
Debtors: amounts falling due within one year 16 12,433,822 22,781,512
Cash at bank and in hand 26,343 193,788
12,460,165 22,975,300
Creditors: amounts falling due within one
year 17 (5,167,329) (15,647,104)
Net current assets 7,292,836 7,328,196
Total assets less current liabilities 12,172,420 12,317,505
Creditors: amounts falling due after more
than one year 18 (8,236) (630,816)
Provisions for liabilities
Deferred taxation 20 (111,192) (222,181)
Provisions 21 (842,980) (811,780)
(954,172) (1,033,961)
Net assets 11,210,012 10,652,728
Capital and reserves
Income and expenditure account 23 11,210,012 10,652,728
Total equity 11,210,012 10,652,728

The company has taken advantage of the exemption allowed under section 408 of the Companies Act 2006 and
has not presented its own Statement of Comprehensive Income in these financial statements. The surplus after
tax of the parent company for the year was £557,284 (2023 as restated: deficit £97,451).

The financial statements were approved and authorised for issue by the board and were signed on its behalf on
1/8/2025

Lord T F Clement-Jones CBE ﬁw‘ U“’W‘w’jﬂms
Director

The notes on pages 24 to 47 form part of these financial statements.
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STATEMENT OF CHANGES IN EQUITY

TRUST ALLIANCE GROUP LIMITED

CONSOLIDATED STATEMENT OF CHANGES IN EQUITY
FOR THE YEAR ENDED 31 DECEMBER 2024

Income and
expenditure Total equity
£ £

At 1 January 2023 10,695,269 10,695,269
Comprehensive income for the year
Surplus for the year 4,643,830 4,643,830
Total comprehensive income for the year 4,643,830 4,643,830
At 1 January 2024 15,339,099 15,339,099
Comprehensive loss for the year
Loss for the year (3,383,645) (3,383,645)
Total comprehensive loss for the year (3,383,645) (3,383,645)
At 31 December 2024 11,955,454 11,955,454

The notes on pages 24 to 47 form part of these financial statements.
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STATEMENT OF CHANGES IN EQUITY

Docusign Envelope ID: 96CA8CAB-EC25-4FEB-9704-C8668130C270

TRUST ALLIANCE GROUP LIMITED

COMPANY STATEMENT OF CHANGES IN EQUITY
FOR THE YEAR ENDED 31 DECEMBER 2024

Income and
expenditure Total equity
£ £
At 1 January 2023 10,750,179 10,750,179
Comprehensive loss for the year
Loss for the year (as restated) (97,451) (97,451)
97,451 97,451
Total comprehensive loss for the year (as restated) ( ) ( )
At 1 January 2024 (as previously stated) 9,490,611 9,490,611
Prior year adjustment (note 24) 1,162,117 1,162,117
At 1 January 2024 (as restated) 10,652,728 10,652,728
Comprehensive income for the year
Surplus for the year 557,284 557,284
557,284 557,284
Total comprehensive income for the year
At 31 December 2024 11,210,012 11,210,012

The notes on pages 24 to 47 form part of these financial statements.
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STATEMENT OF CASH FLOWS

Docusign Envelope ID: 96CA8CAB-EC25-4FEB-9704-C8668130C270

TRUST ALLIANCE GROUP LIMITED

CONSOLIDATED STATEMENT OF CASH FLOWS
FOR THE YEAR ENDED 31 DECEMBER 2024

2024 2023

Cash flows from operating activities

(Loss)/surplus for the financial year (3,383,645) 4,643,830
Adjustments for:

Taxation charge 1,201,508 396,881
Interest paid 11,317 -
Interest received (17,458) (33,198)
Amortisation of intangible assets 1,767,068 1,121,762
Depreciation of tangible assets 980,114 920,217
Change in value of investments - (67,618)
Increase in provisions 67,280 32,701
Decrease/(increase) in debtors 1,948,087 (1,276,152)
(Decrease) in creditors (1,175,195) (498,350)
Income taxes paid - (77,942)
Net cash generated from operating activities 1,399,076 5,162,131

Cash flows from investing activities

Purchase of intangible fixed assets (1,691,067) (2,465,452)
Purchase of tangible fixed assets (146,218) (536,171)
Valuation changes in investments (433,086) (48,472)
Receipts arising from loans made - 67,618
Interest received 17,458 33,198
Net cash used in investing activities (2,252,913) (2,949,279)
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STATEMENT OF CASH FLOWS

TRUST ALLIANCE GROUP LIMITED

CONSOLIDATED STATEMENT OF CASH FLOWS (CONTINUED)
FOR THE YEAR ENDED 31 DECEMBER 2024

2024 2023
£ £

Cash flows from financing activities
Bank loans repayment (592,561) (579,068)
Interest paid (61,276) -
Net cash used in financing activities (653,837) (579,068)
Net (decrease)/increase in cash and cash equivalents (1,507,674) 1,633,784
Cash and cash equivalents at beginning of year 5,200,730 3,566,946
Cash and cash equivalents at the end of year 3,693,056 5,200,730
Cash and cash equivalents at the end of year comprise:
Cash at bank and in hand 3,693,056 5,200,730

The notes on pages 24 to 47 form part of these financial statements.
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NOTES TO THE FINANCIAL STATEMENTS

TRUST ALLIANCE GROUP LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

1. General information

Trust Alliance Group Limited ("the company") is a private company limited by guarantee, incorporated in
England and Wales. Its registered number is 04351294, and its registered head office is located at 3300
Daresbury Park, Daresbury, Warrington, WA4 4HS.

The group consists of Trust Alliance Group Limited and all of its subsidiaries.
2. Accounting policies

2.1 Basis of preparation of financial statements

The financial statements have been prepared under the historical cost convention unless otherwise
specified within these accounting policies and in accordance with Financial Reporting Standard 102,
the Financial Reporting Standard applicable in the UK and the Republic of Ireland and the
Companies Act 2006.

The company’s functional and presentation currency is Sterling and all values are rounded to the
nearest pound (£) except when otherwise stated.

The preparation of financial statements in compliance with FRS 102 requires the use of certain
critical accounting estimates. It also requires group management to exercise judgement in applying
the group's accounting policies (see note 3).

The following principal accounting policies have been applied:
2.2 Financial Reporting Standard 102 - reduced disclosure exemptions — company only

The parent company has taken advantage of the following disclosure exemptions in preparing these
financial statements, as permitted by the FRS 102 "The Financial Reporting Standard applicable in
the UK and Republic of Ireland":

¢ the requirements of Section 7 Statement of Cash Flows;
e the requirements of Section 3 Financial Statement Presentation paragraph 3.17(d);

e the requirements of Section 11 Financial Instruments paragraphs 11.42, 11.44 to 11.45, 11.47,
11.48(a)(iii), 11.48(a)(iv), 11.48(b) and 11.48(c);

¢ the requirements of Section 12 Other Financial Instruments paragraphs 12.26 to 12.27, 12.29(a),
12.29(b) and 12.29A;

e the requirements of Section 33 Related Party Disclosures paragraph 33.7.
2.3 Basis of consolidation

The consolidated financial statements present the results of the company and its own subsidiaries
("the group") as if they form a single entity. Intercompany transactions and balances between group
companies are therefore eliminated in full.

The consolidated financial statements incorporate the results of business combinations using the
purchase method. In the Balance Sheet, the acquiree's identifiable assets, liabilities and contingent
liabilities are initially recognised at their fair values at the acquisition date. The results of acquired
operations are included in the Consolidated Statement of Comprehensive Income from the date on
which control is obtained. They are deconsolidated from the date control ceases.
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NOTES TO THE FINANCIAL STATEMENTS

TRUST ALLIANCE GROUP LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

2. Accounting policies (continued)

2.4 Going concern
The financial statements have been prepared on the going concern basis of accounting.

The directors continue to assess the impact of energy volumes on all aspects of the business,
recognising the dynamic nature of the current operating environment. Measures have been
implemented to safeguard the group’s financial resilience, maintain operational continuity, and deliver
high-quality services to consumers and participating companies.

Specifically, the group has adapted to evolving demands by supporting hybrid working arrangements,
investing in digital infrastructure, and prioritising employee wellbeing. These initiatives have not only
ensured uninterrupted access to core services but have also enhanced service delivery to all
stakeholders, with particular attention to vulnerable consumers who rely on consistent and accessible
support.

The Energy and Communication Ombudsman services are funded through case fees paid by
suppliers, a model designed to ensure the service remains free for consumers while incentivising
companies to resolve complaints promptly.

The directors have conducted a thorough review of the group’s financial forecasts, funding
arrangements, and cash flow and prepared projections for the next 5 years, the going concern
assessment period for the purposes of these financial statements is the period to July 2026, covering
12 months post the period of signing. Based on this assessment, the directors have a reasonable
expectation that the group has adequate resources to continue in operational existence for the
foreseeable future.

Accordingly, the directors continue to adopt the going concern basis of accounting in preparing these
financial statements.

2.5 Turnover

Turnover represents subscriptions and case fee income of the service and any costs recovered in
setting up new ombudsman services.

Case fee income is recognised dependent on the progress of the case and the stage of completion at
the period end.

Subscription charges are recognised over the period of service in line with the accrual basis within
each month.

Remedy fee charges are included in the financial statements as they become receivable or due.

Expenses are included in the financial statements as they become receivable or due.
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NOTES TO THE FINANCIAL STATEMENTS

TRUST ALLIANCE GROUP LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

2. Accounting policies (continued)

2.6 Research and development

In the research phase of an internal project it is not possible to demonstrate that the project will
generate future economic benefits and hence all expenditure on research shall be recognised as an
expense when it is incurred. Intangible assets are recognised from the development phase of a
project if and only if certain specific criteria are met in order to demonstrate the asset will generate
probable future economic benefits and that its cost can be reliably measured. The capitalised
development costs are subsequently amortised on a straight-line basis over their useful economic
lives of 3 years.

If it is not possible to distinguish between the research phase and the development phase of an
internal project, the expenditure is treated as if it were all incurred in the research phase only.

2.7 Intangible assets
Intangible assets are initially recognised at cost. After recognition, under the cost model, intangible
assets are measured at cost less any accumulated amortisation and any accumulated impairment

losses.

All intangible assets are considered to have a finite useful life. If a reliable estimate of the useful life
cannot be made, the useful life shall not exceed ten years.

The estimated useful lives range as follows:

Software - 33% - 50% straight line
Assets under construction - No amortisation charged

2.8 Tangible fixed assets
Tangible fixed assets under the cost model are stated at historical cost less accumulated
depreciation and any accumulated impairment losses. Historical cost includes expenditure that is
directly attributable to bringing the asset to the location and condition necessary for it to be capable of
operating in the manner intended by management.

Depreciation is charged so as to allocate the cost of assets less their residual value over their
estimated useful lives.

Depreciation is provided on the following basis:

Leasehold improvements - Over the period of the lease
Fixtures and fittings - 20%- 50% straight line

Computers - 33% straight line or over life of lease
Assets under construction - No depreciation

The assets' residual values, useful lives and depreciation methods are reviewed, and adjusted
prospectively if appropriate, or if there is an indication of a significant change since the last reporting
date.

Gains and losses on disposals are determined by comparing the proceeds with the carrying amount
and are recognised in profit or loss.
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NOTES TO THE FINANCIAL STATEMENTS

TRUST ALLIANCE GROUP LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

2. Accounting policies (continued)

2.9 Valuation of investments
Equity investments are measured at fair value through surplus or deficit.

In the parent company financial statements, investments in subsidiaries are initially measured at cost
and subsequently measured at cost less any accumulated impairment losses

A subsidiary is an entity controlled by the group. Control is the power to govern the financial and
operating policies of the entity so as to obtain benefits from its activities.

2.10 Cash and cash equivalents

Cash is represented by cash in hand and deposits with financial institutions repayable without penalty
on notice of not more than 24 hours.

In the Consolidated Statement of Cash Flows, cash and cash equivalents are shown net of bank
overdrafts that are repayable on demand and form an integral part of the group's cash management.

2.11 Financial instruments

The group has elected to apply the provisions of Section 11 “Basic Financial Instruments” of FRS 102
to all of its financial instruments.

Financial instruments are recognised in the group's Balance Sheet when the group becomes party to
the contractual provisions of the instrument.

Financial assets and liabilities are offset, with the net amounts presented in the financial statements,
when there is a legally enforceable right to set off the recognised amounts and there is an intention to
settle on a net basis or to realise the asset and settle the liability simultaneously.

Basic financial assets

Basic financial assets, which include trade and other debtors, cash and bank balances, are initially
measured at their transaction price (adjusted for transaction costs except in the initial measurement
of financial assets that are subsequently measured at fair value through profit and loss) and are
subsequently carried at their amortised cost using the effective interest method, less any provision for
impairment, unless the arrangement constitutes a financing transaction, where the transaction is
measured at the present value of the future receipts discounted at a market rate of interest.

Discounting is omitted where the effect of discounting is immaterial. The group's cash and cash
equivalents, trade and most other debtors due within the operating cycle fall into this category of
financial instruments.

Impairment of financial assets

At the end of each reporting period financial assets measured at amortised cost are assessed for
objective evidence of impairment. If an asset is impaired the impairment loss is the difference
between the carrying amount and the present value of the estimated cash flows discounted at the
asset’s original effective interest rate. The impairment loss is recognised in profit or loss.

78 Annual Report 2024 - trustalliancegroup.org




NOTES TO THE FINANCIAL STATEMENTS

TRUST ALLIANCE GROUP LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

2. Accounting policies (continued)

2.11 Financial instruments (continued)
Impairment of financial asset (continued)

Financial assets are impaired when events, subsequent to their initial recognition, indicate the
estimated future cash flows derived from the financial asset(s) have been adversely impacted. The
impairment loss will be the difference between the current carrying amount and the present value of
the future cash flows at the asset(s) original effective interest rate.

If there is a favourable change in relation to the events surrounding the impairment loss then the
impairment can be reviewed for possible reversal. The reversal will not cause the current carrying
amount to exceed the original carrying amount had the impairment not been recognised. The
impairment reversal is recognised in the profit or loss.

Financial liabilities

Financial liabilities and equity instruments are classified according to the substance of the contractual
arrangements entered into. An equity instrument is any contract that evidences a residual interest in
the assets of the group after the deduction of all its liabilities.

Basic financial liabilities, which include trade and other creditors, bank loans, other loans and loans
due to fellow group companies are initially measured at their transaction price (adjusting for
transaction costs except in the initial measurement of financial liabilities that are subsequently
measured at fair value through profit and loss). When this constitutes a financing transaction,
whereby the debt instrument is measured at the present value of the future payments discounted at a
market rate of interest, discounting is omitted where the effect of discounting is immaterial.

Debt instruments are subsequently carried at their amortised cost using the effective interest rate
method.

Trade creditors are obligations to pay for goods and services that have been acquired in the ordinary
course of business from suppliers. Trade creditors are classified as current liabilities if the payment is
due within one year. If not, they represent non-current liabilities. Trade creditors are initially
recognised at their transaction price and subsequently are measured at amortised cost using the
effective interest method. Discounting is omitted where the effect of discounting is immaterial.

Derecognition of financial assets

Financial assets are derecognised when their contractual right to future cash flow expire, or are
settled, or when the group transfers the asset and substantially all the risks and rewards of ownership
to another party. If significant risks and rewards of ownership are retained after the transfer to
another party, then the group will continue to recognise the value of the portion of the risks and
rewards retained.

Derecognition of financial liabilities

Financial liabilities are derecognised when the group's contractual obligations expire or are
discharged or cancelled.
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NOTES TO THE FINANCIAL STATEMENTS

TRUST ALLIANCE GROUP LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

Accounting policies (continued)

2.12 Operating leases: the group as lessee

Rentals paid under operating leases are charged to profit or loss on a straight-line basis over the
lease term.

Benefits received and receivable as an incentive to sign an operating lease are recognised on a
straight-line basis over the lease term, unless another systematic basis is representative of the time
pattern of the lessee's benefit from the use of the leased asset.

2.13 Finance costs
Finance costs are charged to profit or loss over the term of the debt using the effective interest
method so that the amount charged is at a constant rate on the carrying amount. Issue costs are
initially recognised as a reduction in the proceeds of the associated capital instrument.

2.14 Employee benefits

The costs of short-term employee benefits are recognised as a liability and an expense, unless those
costs are required to be recognised as part of the cost of stock or fixed assets.

The cost of any unused holiday entittement is recognised in the period in which the employee's
services are received.

Termination benefits are recognised immediately as an expense when the company is demonstrably
committed to terminate the employment of an employee or to provide termination benefits.

2.15 Pensions
Defined contribution pension scheme
The group operates a defined contribution scheme for its employees. A defined contribution plan is a
pension scheme under which the group pays fixed contributions into a separate entity. Once the
contributions have been paid the group has no further payment obligations.
The contributions are recognised as an expense in the Consolidated Statement of Comprehensive
Income when they fall due. Amounts not paid are shown in accruals as a liability in the Balance
Sheet. The assets of the plan are held separately from the group in independently administered
funds.

2.16 Interest income
Interest income is recognised in profit or loss using the effective interest method.

2.17 Borrowing costs

All borrowing costs are recognised in profit or loss in the year in which they are incurred.
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NOTES TO THE FINANCIAL STATEMENTS

TRUST ALLIANCE GROUP LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

2. Accounting policies (continued)

2.18 Provisions for liabilities

Provisions are recognised when an event has taken place that gives rise to a legal or constructive
obligation, a transfer of economic benefits is probable and a reliable estimate can be made.

Provisions are measured as the best estimate of the amount required to settle the obligation, taking
into account the related risks and uncertainties.

Increases in provisions are generally charged as an expense to profit or loss.
2.19 Equity instruments

Equity instruments issued by the group are recorded at the proceeds received, net of transaction
costs. Dividends payable on equity instruments are recognised as liabilities once they are no longer
at the discretion of the group.

2.20 Current and deferred taxation

The tax expense for the year comprises current and deferred tax. Tax is recognised in profit or loss
except that a charge attributable to an item of income and expense recognised as other
comprehensive income or to an item recognised directly in equity is also recognised in other
comprehensive income or directly in equity respectively.

The current income tax charge is calculated on the basis of tax rates and laws that have been
enacted or substantively enacted by the Balance Sheet date in the countries where the company and
the group operate and generate income.

Deferred tax balances are recognised in respect of all timing differences that have originated but not
reversed by the Balance Sheet date, except that:

. The recognition of deferred tax assets is limited to the extent that it is probable that they will be
recovered against the reversal of deferred tax liabilities or other future taxable profits;

. Any deferred tax balances are reversed if and when all conditions for retaining associated tax
allowances have been met; and

. Where they relate to timing differences in respect of interests in subsidiaries, associates,
branches and joint ventures and the group can control the reversal of the timing differences
and such reversal is not considered probable in the foreseeable future.

Deferred tax balances are not recognised in respect of permanent differences except in respect of
business combinations, when deferred tax is recognised on the differences between the fair values of
assets acquired and the future tax deductions available for them and the differences between the fair
values of liabilities acquired and the amount that will be assessed for tax. Deferred tax is determined
using tax rates and laws that have been enacted or substantively enacted by the Balance Sheet date.
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NOTES TO THE FINANCIAL STATEMENTS

TRUST ALLIANCE GROUP LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

3. Judgements in applying accounting policies and key sources of estimation uncertainty

The preparation of the financial statements requires management to make judgements, estimates and
assumptions that affect the application of accounting policies and reported amounts of assets. liabilities,
income and expenses. Actual results may differ from these estimates.

Estimates and underlying assumptions are reviewed on an ongoing basis. Estimates are based on
historical experience and other assumptions that are considered reasonable in the circumstances. The
actual amount or values may vary in certain instances from the assumptions and estimates made.
Changes will be recorded, with corresponding effect in the financial statements, when, and if, better
information is obtained.

Critical judgements and sources of estimation uncertainty that management have made in the process of
applying accounting policies disclosed herein and that have a significant effect on the amounts recognised
in the financial statements relate to the following:

Estimates

Dilapidations provision (see note 21)

The dilapidations provision is based on an average cost per square metre for the property leased to
provide an estimate of likely costs. This is based on historic experience of likely costs but the eventual
cost may differ.

Bad debt provision (see note 16)
The bad debt provision is based on an estimate of how much is ultimately recoverable from debtors.

Judgements

In the process of preparing the financial statements, no significant judgements were applied.

4. Turnover and other revenue
2024 2023
£ £
Case fees 43,310,219 46,893,668
Subscriptions 4,029,784 5,384,058
Remedy fees 522,200 698,300

47,862,203 52,976,026

2024 2023
£ £

Other significant revenue
Interest income 17,458 33,198

The total turnover of the group has arisen in the UK.
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NOTES TO THE FINANCIAL STATEMENTS

TRUST ALLIANCE GROUP LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

5. Operating (loss)/surplus

The operating surplus is stated after charging/(crediting):

2024 2023
£ £
Depreciation of owned tangible fixed assets 980,114 920,217
Amortisation of intangible assets 1,767,068 1,083,016
Operating lease charges 979,255 785,510
6. Auditor's remuneration
Fees payable to the company's auditor and associates:
2024 2023
£ £
Fees payable to the company's auditor and associates for the audit of the
consolidated and parent company's financial statements 102,026 60,000
Taxation compliance services - 3,600
All non-audit services not included above 24,888 5,500
7. Employees
Staff costs, including directors' remuneration, were as follows:
Group Group
2024 2023
£ £
Wages and salaries 25,491,248 32,081,173
Social security costs 2,723,258 236,879
Pension costs 1,274,955 936,555

29,489,461 33,254,607

Redundancy payments 1,510,114 551,989
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NOTES TO THE FINANCIAL STATEMENTS

TRUST ALLIANCE GROUP LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

7. Employees (continued)

The average monthly number of employees, including the directors, during the year was as follows:

Group Group

2024 2023

No. No.

Management and administration 602 655

The company has no employees and therefore no staff costs during 2024 and 2023.

8. Directors' remuneration
2024 2023
£ £
Remuneration for qualifying services 537,726 950,190
Company contributions to defined contribution pension schemes 35,280 66,271

573,006 1,016,461

During the year retirement benefits were accruing to 5 directors (2023: 7).
The highest paid director received remuneration of £305,692 (2023: £512,252).

The value of the group's contributions paid to a defined contribution pension scheme in respect of the
highest paid director amounted to £30,000 (2023: £41,512).

9. Interest receivable
2024 2023
£ £
Interest on bank deposits 17,458 33,198
10. Interest payable and similar expenses
2024 2023
£ £
Bank interest payable 11,317 -
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NOTES TO THE FINANCIAL STATEMENTS

TRUST ALLIANCE GROUP LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

11. Change in value of investments

2024 2023
£ £
Fair value gain on financial instruments
Change in value of investments 433,086 67,618
12. Taxation
2024 2023
£ £
Corporation tax
Current tax on profits for the year 1,378,810 -
Adjustments in respect of prior periods - 15,117
Total current tax 1,378,810 15,117
Deferred tax
Origination and reversal of timing differences (238,135) 381,764
Adjustments in respect of prior periods 60,850 -
Total deferred tax (177,285) 381,764
Total tax charge 1,201,525 396,881
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TRUST ALLIANCE GROUP LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

12. Taxation (continued)

Factors affecting tax charge for the year

The tax assessed for the year is higher than (2023: lower than) the standard rate of corporation tax in the
UK of 25.00% (2023: 23.52%). The differences are explained below:

As restated

2024 2023
£ £

(Loss)/profit on ordinary activities before tax (2,182,120) 5,040,711
(Loss)/profit on ordinary activities multiplied by standard rate of corporation
tax in the UK of 25.00% (2023: 23.52%) (545,530) 1,185,575
Effects of:
Qualifying charitable donations 22,077 -
Tax effect of expenses that are not deductible in determining taxable profit 2,933 1,201
Losses carried back 359,701 -
Other permanent differences (2,903) 3,718
Non-taxable income (404,978) -
R&D credits 78,124 -
Capital gains differences 71,139 -
Fixed asset differences 155,874 251,483
Remeasurement of deferred tax rate - (542)
Adjustments in respect of prior periods - 22,491
Previously exempt activity 1,439,653  (1,269,565)
Movement in deferred tax not recognised 25,435 202,520
Total tax charge for the year 1,201,525 396,881

Factors that may affect future tax charges

In the Spring Budget 2021, the UK Government announced that from 1 April 2023 the corporation tax rate
would increase to 25% (rather than remaining at 19%, as previously enacted). There has been no change
to corporation tax rates for the financial year end date. For the current financial year the weighted average
tax rate is 25%. Deferred taxes at the Balance Sheet date have been measured using these enacted tax
rates and reflected in these financial statements.

Trust Alliance Group (TAG), formerly The Ombudsman Services ADR function, proactively engaged with
HM Revenue and Customs (HMRC) to review the taxable status of certain aspects of its operations.
Through constructive collaboration with HMRC, a resolution was reached, confirming that TAG will
contribute corporation tax on all trading from 2023, the year the group was formed.

The 2023 tax reconciliation has been restated to correct the classifications however, there has not been a
change to the total tax charge.
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TRUST ALLIANCE GROUP LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

13. Intangible assets

Group
Assets under
Software construction Total
£ £ £
Cost
At 1 January 2024 4,168,648 826,467 4,995,115
Additions 835,831 855,236 1,691,067
Transfers 826,467 (826,467) -
At 31 December 2024 5,830,946 855,236 6,686,182
Amortisation
At 1 January 2024 1,121,762 - 1,121,762
Charge for the year 1,767,068 - 1,767,068
At 31 December 2024 2,888,830 - 2,888,830
Net book value
At 31 December 2024 2,942,116 855,236 3,797,352
At 31 December 2023 3,046,886 826,467 3,873,353
Amortisation on intangible assets is charged to administrative expenses.
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NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

14. Tangible fixed assets

Group
Assets
Leasehold under Fixtures
improvements construction and fittings Computers Total
£ £ £ £ £

Cost or valuation
At 1 January 2024 2,273,410 5,385 913,631 842,890 4,035,316
Additions 68,018 - 41,702 36,498 146,218
At 31 December 2024 2,341,428 5,385 955,333 879,388 4,181,534
Depreciation
At 1 January 2024 802,437 - 330,869 364,606 1,497,912
Charge for the year 528,768 - 193,546 257,800 980,114
At 31 December 2024 1,331,205 - 524,415 622,406 2,478,026
Net book value
At 31 December 2024 1,010,223 5,385 430,918 256,982 1,703,508
At 31 December 2023 1,470,973 5,385 582,762 478,284 2,537,404
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NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

14. Tangible fixed assets (continued)

Company

Leasehold Fixtures and

improvements fittings Computers Total
£ £ £ £

Cost or valuation
At 1 January 2024 1,610,515 736,678 227,773 2,574,966
At 31 December 2024 1,610,515 736,678 227,773 2,574,966
Depreciation
At 1 January 2024 632,811 294,281 128,037 1,055,129
Charge for the year on owned assets 325,901 147,336 69,574 542,811
At 31 December 2024 958,712 441,617 197,611 1,597,940
Net book value
At 31 December 2024 651,803 295,061 30,162 977,026
At 31 December 2023 977,704 442,397 99,736 1,519,837
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NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

15. Fixed asset investments

Group
Listed
investments
£
Cost or valuation
At 1 January 2024 3,469,372
Valuation changes 433,086
At 31 December 2024 3,902,458
Net book value
At 31 December 2024 3,902,458
At 31 December 2023 3,469,372
Company
Shares in
subsidiary Listed
companies investments Total
£ £ £
Cost or valuation
At 1 January 2024 100 3,469,372 3,469,472
Valuation changes - 433,086 433,086
At 31 December 2024 100 3,902,458 3,902,558
Net book value
At 31 December 2024 100 3,902,458 3,902,558
At 31 December 2023 100 3,469,372 3,469,472
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NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

15. Fixed asset investments (continued)
Subsidiary undertakings

The following were subsidiary undertakings of the company:

Class of

Name Registered office shares Holding
Lumin Tech Limited 3300 Daresbury Park, Ordinary 100%

Daresbury, Warrington,

United Kingdom, WA4

4HS
Online Responsibility Network Limited (previously 3300 Daresbury Park Ordinary 100%
Digital Responsibility Network Limited) Daresbury Park,

Daresbury, Warrington,
England, WA4 4HS

TAG Support Services Limited 3300 Daresbury Park, Ordinary 100%
Daresbury, Warrington,
England, WA4 4H

Energy Ombudsman Limited 3300 Daresbury Park Ordinary 100%
Daresbury, Warrington,
WA4 4HS

Flexible Resolution Services Limited 3300 Daresbury Park, Ordinary 100%
Daresbury, Warrington,
England, WA4 4HS

Communication Ombudsman Limited 3300 Daresbury Park, Ordinary 100%
Daresbury, Warrington,
WA4 4HS

16. Debtors: amounts falling due within one year

As restated

Group Group Company Company

2024 2023 2024 2023

£ £ £ £

Trade debtors 5,181,206 6,835,174 - 65,125
Other debtors 19,796 524,725 12,433,822 22,501,387
Prepayments and accrued income 1,811,219 1,600,409 - 215,000

7,012,221 8,960,308 12,433,822 22,781,512

Amounts owed by group undertakings are unsecured, interest-free and repayable on demand.
An impairment loss of £Nil (2023: £70,560) was recognised against trade debtors.

The company's other debtors are amounts owed by group undertakings of £12,433,822 (2023:
£22,501,387). These amounts are unsecured, interest-free and repayable on demand.
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15. Fixed asset investments (continued)
Subsidiary undertakings

The following were subsidiary undertakings of the company:

Class of

Name Registered office shares Holding
Lumin Tech Limited 3300 Daresbury Park, Ordinary 100%

Daresbury, Warrington,

United Kingdom, WA4

4HS
Online Responsibility Network Limited (previously 3300 Daresbury Park Ordinary 100%
Digital Responsibility Network Limited) Daresbury Park,

Daresbury, Warrington,
England, WA4 4HS
TAG Support Services Limited 3300 Daresbury Park, Ordinary 100%
Daresbury, Warrington,
England, WA4 4H

Energy Ombudsman Limited 3300 Daresbury Park Ordinary 100%
Daresbury, Warrington,
WA4 4HS

Flexible Resolution Services Limited 3300 Daresbury Park, Ordinary 100%

Daresbury, Warrington,
England, WA4 4HS
Communication Ombudsman Limited 3300 Daresbury Park, Ordinary 100%
Daresbury, Warrington,
WA4 4HS

16. Debtors: amounts falling due within one year

As restated

Group Group Company Company

2024 2023 2024 2023

£ £ £ £

Trade debtors 5,181,206 6,835,174 - 65,125
Other debtors 19,796 524,725 12,433,822 22,501,387
Prepayments and accrued income 1,811,219 1,600,409 - 215,000

7,012,221 8,960,308 12,433,822 22,781,512

Amounts owed by group undertakings are unsecured, interest-free and repayable on demand.
An impairment loss of £Nil (2023: £70,560) was recognised against trade debtors.

The company's other debtors are amounts owed by group undertakings of £12,433,822 (2023:
£22,501,387). These amounts are unsecured, interest-free and repayable on demand.
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17. Creditors: Amounts falling due within one year

As restated As restated

Group Group Company Company

2024 2023 2024 2023

£ £ £ £

Bank loans 73,795 577,935 73,795 577,935

Trade creditors 1,663,236 1,664,624 41,165 10,711
Corporation tax payable 1,381,106 - - -

Other taxation and social security 1,893,455 2,529,195 - 150,930

Other creditors 212,956 285,484 5,052,369 14,653,077

Accruals and deferred income 1,366,983 1,688,590 - 254,451

6,591,531 6,645,828 5,167,329 15,647,104

Amounts owed to group undertakings are unsecured, interest-free and repayable on demand.

Included within the company's other creditors are amounts owed to group undertakings of £5,022,666
(2023: £14,653,077). These amounts are unsecured, interest-free and repayable on demand.

18. Creditors: Amounts falling due after more than one year

As restated As restated

Group Group  Company Company

2024 2023 2024 2023

£ £ £ £

Bank loans - 138,380 - 138,380
Accruals and deferred income 246,191 492,436 8,236 492,436
246,191 630,816 8,236 630,816

Accruals and deferred income due after more than one year relates to the receipt of a lease premium
which is being spread over the life of the lease.
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NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

19. Loans

Analysis of the maturity of loans is given below:

As restated As restated
Group Group Company Company
2024 2023 2024 2023
£ £ £ £
Amounts falling due within one year
Bank loans 73,795 577,935 73,795 577,935
Amounts falling due 2-5 years
Bank loans - 138,380 - 138,380
73,795 716,315 73,795 716,315
20. Deferred taxation
Group
2024 2023
£ £
At beginning of year (547,665) (165,901)
Charged to profit or loss 177,285 (381,764)
At end of year (370,380) (547,665)
Company
2024 2023
£ £
At beginning of year (222,181) (148,191)
Charged to profit or loss 110,989 (73,990)
At end of year (111,192) (222,181)
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NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

20. Deferred taxation (continued)

The provision for deferred taxation is made up as follows:

Group Group Company Company
2024 2023 2024 2023
£ £ £ £
Accelerated capital allowances (826,099) (655,915) (81,306) -
Tax losses 504,882 325,770 41,253 -
Retirement benefit obligations 21,976 4,661 - -
Investments (71,139) (222,181) (71,139) (222,181)
(370,380) (547,665) (111,192) (222,181)
21. Provisions
Group
Dilapidations Other
provisions provisions Total
£ £ £
At 1 January 2024 811,780 65,979 877,759
Charged to profit or loss 31,200 36,080 67,280
At 31 December 2024 842,980 102,059 945,039
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NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

21.

22.

23.

Provisions (continued)

Company

At 1 January 2024
Charged to profit or loss

At 31 December 2024

Analysis of net funds/(debt)

Cash at bank and in hand
Bank loan

Reserves

Income and expenditure account

Includes all current period retained surplus and losses.

Dilapidations

provision Total
£ £

811,780 811,780

31,200 31,200

842,980 842,980

At1 At 31
January December
2024 Cash flows 2024

£ £ £
5,200,730 (1,507,674) 3,693,056
(716,315) 642,520 (73,795)

4,484,415 (865,154) 3,619,261
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NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

24. Prior year adjustment
Reclassification of finance leases
Group

Following a review by management, a prior period adjustment has been made in the consolidated financial
statements which reclassifies the finances leases into bank loans.

The adjustment relates to, finance leases that were incorrectly categorised last year. A prior year
adjustment has been made in these financial statements.

The effects of the prior year adjustment on the prior year financial statements are as follows:

As previously
stated Adjustment As restated

Creditors: amounts falling due within one year
Bank loans - 577,935 577,935

Obligations under finance leases 577,935 (577,935) -

Creditors: amounts falling due after more than one

year
Bank loans - 138,380 138,380
Obligations under finance leases 138,380 (138,380) -
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24. Prior year adjustment (continued)
Company

Following a review by management, two prior period adjustments have been made in these financial
statements which restates the profit and loss of the Trust Alliance Group Limited company figures.

The adjustments relate to, finance leases that were incorrectly categorised last year and recharges of
costs that were incorrectly within the Trust Alliance Group Limited company profit and loss. These should
have been included within the intercompany recharge to TAG Support Services Limited. A prior year
adjustment has been made in these financial statements.

The effects of the prior year adjustment on the prior year financial statements are as follows:

As previously
stated Adjustment As restated
Statement of Comprehensive Income
Administrative expenses 1,181,262 (1,162,117) 19,145

Balance Sheet
Debtors: amounts falling due within one year 21,619,395 1,162,117 22,501,387
Profit and loss account 9,490,611 1,162,117 10,652,728

Creditors: amounts falling due within one year
Bank loans - 577,935 577,935
Obligations under finance leases 577,935 (577,935) -

Creditors: amounts falling due after more than one

year
Bank loans - 138,380 138,380
Obligations under finance leases 138,380 (138,380) -

25. Pension commitments

The group operates a defined contributions pension scheme. The assets of the scheme are held
separately from those of the group in an independently administered fund. The pension cost charge
represents contributions payable by the group to the fund and amounted to £3,982,061 (2023: £936,555).
Contributions totalling £222,078 (2023: £Nil) were payable to the fund at the Balance Sheet date and are
included in creditors.
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NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2024

26. Commitments under operating leases

At the reporting date the group had future minimum lease payments due under non-cancellable operating
leases for each of the following periods:

Group Group Company Company

2024 2023 2024 2023

£ £ £ £

Within one year 1,157,835 1,129,674 860,000 944,275
Between two and five years 860,000 1,776,184 860,000 1,776,184

2,017,835 2,905,858 1,720,000 2,720,459

27. Related party transactions
Remuneration of key management personnel

The remuneration of key management personnel is a follows:

2024 2023
£ £
Aggregate compensation 2,403,063 1,098,438

The remuneration of key management personnel is set by the Remuneration Committee and is
benchmarked against remuneration of similar sized companies according to data provided by Towers
Watson.

The company has taken advantage of the exemption allowed under section 33 of FRS 102 'Related party
disclosure' not to disclose transactions with other members that are wholly owned within the group.

28. Controlling party

There is no overall controlling party of the company.

29. Post balance sheet events

The Trust Alliance Group (TAG), formerly The Ombudsman Services ADR function, proactively engaged
with HM Revenue and Customs (HMRC) to review the taxable status of certain aspects of its operations.
Through constructive collaboration with HMRC, a resolution was reached, confirming that TAG will
contribute corporation tax on all trading from 2023, the year the group was formed. Importantly, this
agreement has been recognised in the current financial year and is not expected to give rise to a material
financial impact in future years.
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26. Commitments under operating leases

At the reporting date the group had future minimum lease payments due under non-cancellable operating
leases for each of the following periods:

Group Group Company Company

2024 2023 2024 2023

£ £ £ £

Within one year 1,157,835 1,129,674 860,000 944,275
Between two and five years 860,000 1,776,184 860,000 1,776,184

2,017,835 2,905,858 1,720,000 2,720,459

27. Related party transactions
Remuneration of key management personnel

The remuneration of key management personnel is a follows:

2024 2023
£ £
Aggregate compensation 2,403,063 1,098,438

The remuneration of key management personnel is set by the Remuneration Committee and is
benchmarked against remuneration of similar sized companies according to data provided by Towers
Watson.

The company has taken advantage of the exemption allowed under section 33 of FRS 102 'Related party
disclosure' not to disclose transactions with other members that are wholly owned within the group.

28. Controlling party

There is no overall controlling party of the company.

29. Post balance sheet events

The Trust Alliance Group (TAG), formerly The Ombudsman Services ADR function, proactively engaged
with HM Revenue and Customs (HMRC) to review the taxable status of certain aspects of its operations.
Through constructive collaboration with HMRC, a resolution was reached, confirming that TAG will
contribute corporation tax on all trading from 2023, the year the group was formed. Importantly, this
agreement has been recognised in the current financial year and is not expected to give rise to a material
financial impact in future years.
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