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CC––see Competition Commission 
Cetelem A7.1 
Chartered Trust A7.1 
CIMS Limited (Sentinel) A3.3 
Cirrus 3.2 
Citi Cards 6.43, 7.9 
Citigroup 6.43, 7.9, A7.1 
Citizens Advice 2.1, 4.22, A1.4 
Claims-handling costs, insurance services A3.3 
Clearing banks, average betas A8.4 
Clothing retailers 

background S5, 3.32-3.36 
statistics S5, 3.32-3.36 
see also Retailers 

Clydesdale 6.151, A7.1 
Co-branded store cards S2, 3.2, 7.34, A1.2, A1.3 

background S2, 3.2, 7.34, A1.2, A1.3 
see also Network cards 

Co-operative bank 6.151 
Cohort of store cards, definition A8.9 
Collaborative management A7.7 
Collection costs 

providers 3.43-3.44, A8.1 
see also Operating costs 

Combined programmes, SBCCs 3.63-3.71, 6.43, 
7.9-7.10, 8.27-8.28, 8.41-8.45, 8.93-8.103 

Comet Group plc A1.3 
Commission payments, costs to providers S10, 

3.14-3.25, 3.41-3.44, 6.24, 7.59-7.64, 8.131-
8.133, A3.3, A7.7, A8.1, A8.9 

Competition 
adverse effect on competition S21-S30, 5.1-5.4, 

8.51, 9.1-9.18, A1.3 
APR constraints S12, 6.101-6.191, 8.11-8.50, 

8.58, 8.80-8.83, 8.173, 9.4-9.18, 10.12 
APR reduction experiments S27-S28, 6.100-

6.191, 8.11, 8.27, 8.37-8.45, 8.91-8.105, 9.16-
9.18, 10.30, 10.40-10.42, A6.1 

assessment S12-S30, 1.5, 1.9, 5.3-5.4, 6.32-
6.47, 6.59-6.88, 6.103, 6.187-6.191, 7.1-7.64, 
8.1-8.173, 9.1-9.18, 10.1-10.87, A1.4, A1.5, 
A4.1, A8.4, A10.1, A10.2 

CC 
conclusions S25-S30, 1.5, 1.9, 5.3-5.4, 6.187-
6.191, 7.10, 7.21-7.22, 7.26, 7.33, 7.38, 7.41, 
7.52-7.53, 7.64, 8.1, 8.20, 8.48, 8.80-8.83, 
8.102-8.104, 8.124-8.126, 8.155-8.159, 
8.164-8.165, 8.173, 9.1-9.18, 10.1-10.87, 

A1.4, A1.5, A4.1, A10.1, A10.2 
decisions on remedies 10.77-10.87 
findings S12-S30, 1.5, 1.9, 5.3-5.4, 6.32-6.47, 
6.59-6.88, 6.103, 6.187-6.191, 7.1-7.64, 8.1, 
8.5-8.173, 9.1-9.18, 10.1-10.87, A1.4, A1.5, 
A4.1, A10.1, A10.2 

remedial considerations S25-S30, 1.5, 1.9, 
5.3-5.4, 7.41, 8.173, 9.15-9.18, 10.1-10.87, 
A1.4, A1.5, A4.1, A10.1, A10.2 

credit cards S3, S12, S17-S18, S21, S26, 6.79-
6.82, 6.148-6.150, 6.190, 8.6-8.10, 8.56-8.58, 
8.102-8.104, 8.119, 8.173, 9.7-9.8, 9.16, 10.12, 
10.32-10.34, 10.44-10.56, 10.59-10.60, A7.1, 
A8.4 

downstream market S15-S30, 6.3, 6.28-6.191, 
8.1-8.173, 9.2-9.18 

insulation issues S21-S30, 8.103-8.105, 8.125-
8.126, 8.158-8.159, 8.164-8.165, 8.173, 9.7-
9.18 

insurance services 8.127-8.159, 8.164-8.165, 
8.173, 9.4-9.18, 10.70-10.76 

late-payment fees 8.106-8.126, 8.173, 9.8-9.18 
‘prevents, restricts or distorts competition’ 0.13-

0.30, 2.2-2.3, 5.1-5.4, 7.1-7.3, 7.64, 8.1-8.5, 
8.51, 8.173, 9.5-9.18, A1.1, A1.2, A1.4 

price indicator 8.51 
profit indicator 8.66-8.83 
SBCCs S3, S21, S26, S28, 3.12-3.13, 3.22-3.71, 

6.5-6.27, 6.29-6.47, 6.88, 6.148, 6.154-6.156, 
6.178, 6.190, 8.40-8.45, 8.103, 8.173, 9.7-9.8, 
9.16, A6.1, A7.1 

upstream market S13-S14, S17, S26, 6.3-6.27, 
6.187-6.191, 7.2-7.64, 8.1, 8.46, 8.81, 9.2-9.5 

Competition Commission (CC) 
background S1-S30, 1.1-1.3, 1.5, 1.9, 5.3-5.4, 

6.1-6.3, 6.34-6.47, 7.41, 8.173, 9.1-9.18, 10.1-
10.87, A1.1, A1.2, A1.3, A1.4, A1.5, A4.1, 
A10.1, A10.2 

conclusions S21-S30, 1.5-1.9, 4.16-4.23, 6.7-6.8, 
6.10-6.14, 6.22-6.27, 6.43-6.47, 6.50, 6.88, 
6.90, 6.106, 6.124-6.125, 6.137-6.142, 6.152-
6.191, 7.7-7.11, 7.21-7.22, 7.26, 7.33, 7.38, 
7.52-7.64, 8.1, 8.18, 8.20, 8.24, 8.29-8.30, 
8.35-8.36, 8.45, 8.46-8.50, 8.56-8.58, 8.73-
8.83, 8.90, 8.102-8.104, 8.121-8.126, 8.130-
8.133, 8.140, 8.155-8.159, 8.164-8.165, 8.173, 
9.1-9.18, 10.1, A10.1 

conduct of inquiry 1.5-1.6, 9.4, 10.2, A1.4 
decisions on remedies 10.1, 10.77-10.87 
Emerging Thinking document 1.5-1.6, 6.47, 6.92, 

7.2-7.4, 7.10, 7.34, 7.41, 7.53, A1.4, A1.5, 
A7.7, A8.4, A8.8, A8.9 

findings S1-S30, 1.1-1.9, 3.5-3.6, 3.11, 3.16-
3.25, 3.26-3.31, 3.37-3.71, 4.3-4.7, 4.16-4.23, 
5.3-5.4, 6.3-6.27, 6.32-6.47, 6.50, 6.58-6.191, 
7.1-7.64, 8.1, 8.5-8.173, 9.1-9.18, 10.1-10.87, 
A1.4, A1.5, A4.1, A8.6, A10.1, A10.2 

the Group––see Group 
implementation of remedies 10.87 
initial submissions/oral evidence 1.5, 1.8, 8.4-8.5, 

9.4, A1.4, A1.5, A1.6 
Issues Statement 1.5-1.6, A1.4 
Market Investigation References: Competition 

Guidelines (June 2003) 1.6, 6.2, 6.93, 6.176, 
6.188, 6.190, 8.80, A8.4 

Notice of Possible Remedies 1.5, 10.2-10.14, 
10.15, 10.17, 10.24, 10.35, 10.57-10.64, A1.4, 
A10.1 
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open hearing 1.5, 1.8, 9.4, A1.5 
oral evidence 1.5, 9.4, A1.5, A1.6 
ORC International’s survey for the CC 6.126-

6.142, 6.144-6.146, 6.184, 8.116, 8.152-8.153, 
A1.4 

previous reports 
BAA plc (2002) A8.4 
Manchester Airport PLC (2002) A8.4 
Mobile Network Operators (2003) A8.4 

reference background S1, 1.1-1.3, 3.45, 6.1-6.3, 
9.1-9.18, A1.1, A1.2, A1.3, A1.4, A10.1 

remedial considerations S25-S30, 1.5, 1.9, 5.3-
5.4, 7.41, 8.173, 9.15-9.18, 10.1-10.87, A1.4, 
A1.5, A4.1, A10.1, A10.2 
APRs 9.18, 10.14-10.61, 10.78-10.82, A10.1, 
A10.2 

background 1.5, 9.18, 10.1-10.87, A1.4, 
A10.1, A10.2 

decisions on remedies 10.1, 10.77-10.87 
direct debits 10.14, 10.20, 10.62-10.68, 10.79, 
10.83-10.84, A10.1, A10.2 

framework 10.3-10.9 
the Group 1.5, 10.3-10.9, 10.22, 10.26-10.87 
implementation of remedies 10.87 
information among cardholders 10.14-10.61, 
10.78-10.84, A4.1, A10.1, A10.2 

insurance services 10.14-10.22, 10.69-10.76, 
10.78-10.82, 10.85, A10.1, A10.2 

late-payment fees 10.15-10.22, 10.62-10.68, 
10.79, A10.1, A10.2 

monthly statements 10.14-10.61, 10.78-10.84, 
A4.1, A10.1, A10.2 

Notice of Possible Remedies 1.5, 10.2-10.14, 
10.15, 10.17, 10.24, 10.35, 10.57-10.64, 
A1.4, A10.1 

PPI 10.14, 10.69-10.76, 10.85, A10.1, A10.2 
provisional remedies 1.5, 10.2-10.87, A1.4, 
A10.1 

Statement of Provisional Decisions on 
Remedies 1.5, 10.2-10.13, 10.21, 10.64, 
A1.4, A10.1 

unbundled insurance provisions 10.14, 10.69-
10.76, 10.85, A10.1, A10.2 

warnings notices 10.14, 10.19, 10.23-10.61, 
10.68, 10.78-10.82, A10.1, A10.2 

Rules of Procedure, Rule 11 A10.1 
stages of inquiry 9.4, 10.2, A1.4 
Statement of Provisional Decisions on Remedies 

1.5, 10.2-10.13, 10.21, 10.64, A1.4, A10.1 
summary S1-S30 
surveys––see Surveys 
terms of reference S1, 1.1-1.3, 3.8-3.13, 3.45, 

5.1-5.4, 6.1-6.3, 6.56, A1.1, A1.2, A1.3 
varied terms of reference S1, 1.2-1.8, 6.3, A1.2, 

A1.3, A1.4 
web site 1.5, 6.126, 9.4, 10.2, A1.5 

Competitive levels 
APRs 8.11, 8.51-8.105 
CC, conclusions 8.102-8.104 
concepts 8.51-8.55 

Conduct concepts, market features 9.3-9.18 
Conduct of inquiry 1.5-1.6, 9.4, 10.2, A1.4 
Consent to assignment, switching considerations 

A7.9 
Consumer credit, advertising 4.3, 4.4-4.7 
Consumer Credit Act 1974 (CCA) 2.3, 4.1-4.10, 

7.52, 10.13, 10.18, A7.9 
Consumer Credit (Agreements) (Amendment) 

Regulations 2004 3.49 
Consumer Credit Bill 2.3, 4.1, 4.9-4.14, 4.20, 8.161, 

9.16-9.18, 10.10, A4.1 
Consumer Credit Public Register 4.4 
Consumer credit sector, innovations S14, 3.61-3.71, 

6.88, 7.64 
‘Consumer credit through store cards and insurance 

purchased in association with the provision and 
use of those store cards’ 
background S1, S12-S30, 6.3, 6.28-6.186, 6.190-

6.191, 8.1-8.5, 9.2-9.18, A1.1, A1.2, A1.3 
terms of reference S1, 1.1-1.3, 6.3, 6.56, 6.89, 

6.190, 8.1, A1.1, A1.2, A1.3 
see also Downstream market 

Consumer Credit White Paper 4.12 
Consumer Protection Act 1987 4.15 
Consumer revenue––see Revenue... 
Consumers’ Association (Which?) 2.1, 6.29, A1.4 
Contracts 

acceptance rates 8.87 
background S13, 3.40-3.44, 7.7-7.11, 7.27-7.33, 

7.38, 7.40-7.53, 8.11-8.19, 8.32, 8.33, 8.81, 
8.87, A7.4, A7.5, A7.6, A7.7, A7.8, A7.9 

CC, conclusions 7.33, 8.81 
consent to assignment 7.52-7.53, A7.9 
contract law 7.52-7.53, A7.9 
customers’ rights 7.52-7.53, A7.9 
informational asymmetries S13, 7.40-7.53, 7.64 
length 7.27-7.33, 7.61, 8.15, A7.4, A7.7 
termination dates 7.27-7.33, A7.5, A7.8 
see also Tenders 

Contractual provisions, APRs 8.11-8.19 
Cooling-off periods, insurance services 3.50 
Copy statements, income for providers 3.42-3.44, 

A8.1, A8.7 
Corporation tax 8.67, 8.74 
Cost of capital S18, 6.87-6.88, 6.151-6.170, 8.62-

8.65, 8.66-8.83, 8.102-8.104, 8.166-8.173, 9.10-
9.18, A8.1, A8.3, A8.4, A8.5, A8.6, A8.8, A9.1 
background S18, 8.66-8.83, 8.102-8.104, 8.166-

8.173, 9.10-9.18, A8.1, A8.4, A8.5, A8.6, A8.8, 
A9.1 

CC, findings S18, 8.66-8.83, 8.102-8.104, 9.10-
9.18 

measurements approaches 8.69-8.83, 8.166-
8.173, 9.10-9.18, A8.4 

statistics S18, 8.66-8.83, 8.166-8.173, 9.11-9.18, 
A8.4, A8.5, A8.6, A8.8, A9.1 

WACC––see Weighted average cost of capital 
see also Cost of debt; Cost of equity 

Cost of debt 
background 8.67-8.83, A8.1, A8.4, A8.5, A8.8 
credit ratings A8.4 
statistics 8.67-8.83, A8.5, A8.8 

Cost of equity 
background 8.67-8.83, 8.102-8.104, 8.171-8.172, 

A8.1, A8.4, A8.5, A8.6, A8.8, A8.9 
betas A8.4, A8.9 
CAPM A8.4 
ERP A8.4 
range estimates 8.171, A8.4, A8.6 
RFR A8.4 
sensitivity analysis 8.69-8.83, 8.171, A8.6 
statistics 8.67-8.83, 8.171, A8.4, A8.5, A8.6, 

A8.8, A8.9 
Cost-reflective APRs 8.5, 8.62-8.65, 8.166-8.173, 

9.10-9.18, 10.47, A8.8, A9.1 
Costs to providers 
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APRs S18, 6.64-6.82, 6.86-6.88, 8.5, 8.11, 8.17, 
8.31, 8.57-8.58, 8.59-8.65, 8.102-8.104, 8.166-
8.173, 10.47, A8.8, A9.1 

background S10, S18, 3.41-3.44, 6.24-6.27, 
6.64-6.82, 6.86-6.88, 7.1-7.64, 8.5-8.10, 8.11, 
8.17, 8.31, 8.53, 8.57-8.58, 8.59-8.65, 8.92-
8.93, 8.102-8.104, 8.122-8.126, 8.130-8.159, 
8.166-8.173, 10.47, 10.72-10.76, A3.3, A8.1, 
A8.4, A8.5, A8.7, A8.8, A8.9, A9.1 

bad debts––see Bad debts 
CC, findings 3.41-3.44, 6.24-6.27, 7.59-7.64, 8.5-

8.10, 8.31, 8.62-8.65, 8.102-8.104, 8.122-
8.126, 8.130-8.133, 8.166-8.173 

commission payments S10, 3.14-3.25, 3.41-3.44, 
6.24, 7.59-7.64, 8.131-8.133, A3.3, A7.7, A8.1, 
A8.5, A8.9 

economies of scale 7.23-7.26, 7.38, 8.57-8.58 
falls S18, 8.62-8.65, 8.102 
funding costs––see Funding costs 
insurance services 8.130-8.159, 8.169-8.173, 

10.72-10.76, A3.3, A8.8, A9.1 
late-payment fees 8.110, 8.122-8.126, A8.7 
marginal costs 8.53 
operating costs––see Operating costs 
payments to retailers––see Payments from 

providers 
profit-share payments S10, 3.41-3.44, 6.24-6.27, 

6.50, 6.123-6.125, 7.55-7.64, 8.7-8.10, 8.74, 
8.81, 8.130-8.133, 8.167, 9.12-9.18, 10.30, 
A3.3, A7.7, A7.10, A8.1, A8.5, A8.8 

smaller retailers 7.36-7.38 
statistics 7.20-7.26, 7.59-7.64, 8.59-8.65, 8.122-

8.126, 8.166-8.173, A8.1, A8.5, A8.7, A8.8, 
A8.9, A9.1 

sunk costs 7.16-7.26, 7.29, 7.38 
tendering processes 7.20-7.22 
trends 8.61-8.65 
types S10, 3.41-3.44, 7.16-7.26, 7.59-7.64, 

8.167, A3.3, A8.1, A8.4, A8.5, A8.8 
Costs to retailers 7.2, 7.39-7.53, 7.57, A8.8 

switching costs 7.2, 7.39-7.53 
Council Regulation No 1/2003 (Modernisation 

Regulation), EC 5.4, 10.9 
CPI Group Plc A3.3 
CPI––see Card protection insurance 
Creation Financial Services Limited (Creation) 

APRs 8.25-8.36, 8.43, 8.49, 8.59, A3.1, A8.3, 
A8.5 

background S6, 3.23, 3.37-3.38, 4.19, 6.30, 7.25, 
7.34, 7.46, 7.54, 8.25-8.36, 8.43, 8.49, 8.59, 
8.62, 8.73, 8.160, A1.3, A1.6, A3.1, A3.2, A3.3, 
A4.1, A7.1, A8.2, A8.3, A8.4, A8.5, A8.6, A8.7 

CC, findings 8.25, 8.29, 8.35-8.36, 8.43, 8.49, 
8.73, 8.160 

cost of capital A8.5, A8.6 
costs 7.25, 8.59, A8.5, A8.6, A8.7 
financial information A3.1, A8.3, A8.5, A8.6, A8.7 
income 8.73, A8.5, A8.7 
insurance services A3.3, A4.1, A8.5 
late-payment fees A8.7 
market share 3.37-3.38, A3.2 
monthly statements––see Monthly statements 
profits 8.73, A8.5, A8.6 
ROE 8.73, A8.5, A8.6 
structure A7.1 
views 6.30, 7.25, 7.34, 7.46, 7.54 

Credit assessments, background S7, 3.3, 3.5-3.6, 
3.16-3.18, A8.2 

Credit cards 
aggregate data 6.151-6.171 
APRs S18, S26, 3.55, 6.58, 6.66-6.84, 6.86-6.88, 

6.93-6.170, 6.190, 8.11, 8.13, 8.20, 8.33, 8.48, 
8.54, 8.56-8.58, 8.102-8.104, 10.45-10.56, 
10.59-10.60, A8.3 

background S3, S12, S17-S18, S21, S26, 2.1-
2.3, 3.5-3.6, 3.11, 3.21, 3.24, 3.33, 3.55-3.59, 
4.4, 6.10-6.22, 6.28, 6.46-6.47, 6.58, 6.66-6.84, 
6.86-6.88, 6.92-6.170, 6.190, 7.9-7.11, 8.6-
8.10, 8.11, 8.13, 8.20, 8.33, 8.48, 8.54, 8.56-
8.58, 8.102-8.104, 8.173, 9.7-9.8, 9.16, 10.12, 
10.32-10.34, 10.44-10.56, 10.59-10.60, A7.1, 
A8.3, A8.4 

balance transfers 6.96, 6.98, 6.129, 6.143-6.146, 
6.168, 8.56 

CC 
conclusions 6.152-6.191, 8.48, 8.56-8.58, 
8.102-8.104, 8.173, 9.7-9.18, 10.12, 10.32-
10.34, 10.44-10.56, 10.59-10.60 

findings S12, S17-S18, S21, S26, 3.5-3.6, 
3.11, 3.21, 3.24, 3.55-3.59, 6.10-6.22, 6.66-
6.84, 6.92-6.191, 8.6-8.10, 8.20, 8.48, 8.56-
8.58, 8.102-8.104, 8.173, 9.7-9.18, 10.12, 
10.32-10.34, 10.44-10.56, 10.59-10.60 

competition S3, S12, S17-S18, S21, S26, 6.79-
6.82, 6.148-6.150, 6.190, 8.6-8.10, 8.56-8.58, 
8.102-8.104, 8.119, 8.173, 9.7-9.8, 9.16, 10.12, 
10.32-10.34, 10.44-10.56, 10.59-10.60, A7.1, 
A8.4 

cross-elasticity of demand 6.157-6.164 
cumulative distribution rates 8.56-8.58, 10.45 
income sources 3.57-3.59, 8.6-8.10 
late-payment fees 6.154-6.156, 8.8, 8.119-8.121 
market definition 6.10-6.22, 6.28, 6.46-6.47, 

6.58, 6.66-6.84, 6.92-6.170, 6.188-6.191 
statistics 3.55-3.59, 6.151-6.171, 8.8-8.9, 8.56-

8.58, 8.102, 10.32-10.34, 10.44-10.56 
store cards S12, S17-S18, S21, S26, 3.5-3.6, 

3.11, 3.21, 3.24, 3.55-3.59, 4.4, 6.10-6.22, 
6.28, 6.46-6.47, 6.58, 6.66-6.84, 6.92-6.170, 
6.188-6.191, 8.6-8.10, 8.11, 8.13, 8.56-8.58, 
8.102-8.104, 8.119, 8.173, 9.7-9.8, 10.12, 
10.59-10.60, A7.1, A8.4 

trends 6.151-6.171, 8.14, 8.56-8.58 
Credit limits, background 3.3, 3.6, 3.59, 6.32, A10.2 
Credit ratings 

agencies A8.4 
background 6.87, A8.4 
see also Cost of debt 

Credit risk management S7-S10, 3.40-3.44, 3.61-
3.70, 6.17-6.22, 7.17-7.22, 7.26, A7.3, A8.1 
see also Risk-based pricing 

Credit score cut-off points 
background 3.5-3.6, 8.86-8.90, A8.2 
default rates 8.86, A8.2 

Creditworthiness, background S7, 3.3, 3.5-3.6, 
3.16-3.18, 3.65, 6.32, 8.65, 8.84-8.90, 10.31-
10.34, A8.2 

Cross-elasticity of demand 6.157-6.164 
Cross-selling income 

background S10, 3.42-3.44, 8.9, 8.17, 8.92-8.93, 
10.30, A7.3 

see also Insurance services 
Cumulative distribution rates, credit cards 8.56-

8.58, 10.45 
Customer relationship management, provider 

functions 3.40-3.44, 6.16-6.22, 7.17-7.22, A7.3 
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Customer services, provider functions 3.40-3.44, 
6.16-6.22, 7.17-7.22, 7.59-7.64, A7.3 

Customers 
acquisition costs 8.72, A8.4 
background S2-S30, 3.2-3.71, 6.11-6.22, 6.29-

6.47, 6.49-6.57, 6.92-6.170, 6.173-6.177, 
6.190, 7.51-7.53, 7.64, 10.16, 10.31-10.34, 
A1.1, A1.2, A6.1, A7.1, A7.3, A7.9, A8.2, A8.4, 
A8.7, A9.1 

CC 
conclusions S2-S30, 6.124-6.125, 6.137-
6.142, 6.152-6.191, 8.18, 8.104, 8.126, 
8.156, 8.159, 9.4-9.18, 10.16, 10.23-10.25, 
10.31-10.34 

findings S2-S30, 3.26-3.31, 6.124-6.125, 
6.137-6.142, 6.152-6.191, 7.64, 8.18, 8.104, 
8.126, 8.156, 8.159, 9.4-9.18, 10.16, 10.23-
10.25, 10.31-10.34 

characteristics S4, 3.26-3.31, 6.29-6.47, 6.49-
6.57, 6.92-6.170, 6.190, 8.47, 10.44 

creditworthiness S7, 3.3, 3.5-3.6, 3.16-3.18, 
3.65, 6.32, 8.65, 8.84-8.90, 10.31-10.34, A8.2 

decision making S2, S7, S17, 1.4, 3.3, 3.8-3.13, 
3.29, 3.40-3.44, 6.29-6.47, 6.49-6.84, 6.92-
6.170, 6.184-6.186, 6.190, 8.120-8.121, 10.25, 
A8.8 

default rates––see Default rates 
demographics S4, 3.26-3.31, 6.34-6.47, 8.88, 

10.44 
detrimental effects on customers S23-S30, 9.1-

9.18, 10.1-10.87, A9.1 
downstream market––see Downstream market 
information...––see Information... 
loyalties S2, S7, 3.3-3.4, 6.10-6.15, 6.19, 6.32, 

6.42-6.47, 6.190, 7.56-7.64, A7.7 
passed-through retailer benefits 7.64, 8.47, 8.49 
price sensitivity––see Price sensitivity 
rejected applicants 10.31-10.34 
retailer relations S7-S10, 3.40-3.44, 3.61-3.71, 

6.11-6.22, 6.42-6.47, 6.50-6.57, 6.173-6.177, 
6.190, 7.51-7.53, 7.56-7.64, 8.11, 8.16-8.36, 
8.37, 8.47, 8.53-8.54, 8.132-8.141, 10.25-
10.34, A1.1, A1.2, A7.1, A7.3 

surveys S19, 1.5, 3.26-3.31, 6.35-6.47, 6.84, 
6.98-6.99, 6.105, 6.126-6.146, 6.167-6.168, 
8.22, 8.32, 8.116-8.118, 8.152-8.153, 10.44-
10.48, A1.4, A1.5, A8.7 

switching considerations 6.1, 6.34-6.47, 6.70-
6.82, 6.92-6.170, 6.190, A7.9 

see also Cardholders 
 

Data Protection Act 1998 7.52, A7.9 
Database management, provider functions 3.43-

3.44, 6.17-6.22, 6.44, 7.17-7.22, A7.3 
Datastream A8.4 
DCF––see Discounted cash flow 
De-coupled insurance provisions 8.131, 8.137-

8.140, 8.157-8.159, 9.9-9.18, 10.14, 10.69-10.76, 
10.85, A10.1, A10.2 

Debenhams Retail plc 3.2, 3.23, 3.35, 3.63, 3.66-
3.68, 6.94, 6.151, 8.27, 8.28, 8.38, 8.62, 8.94, 
8.99, A1.6, A3.1, A3.4, A8.2 
APRs 3.66-3.67, 6.151, 8.27, 8.38, 8.94, 8.99, 

A8.3 
SBCCs 3.23, 3.66-3.67, 8.41-8.45, 8.94, 8.99 

Debit cards 3.11, 3.29, 3.33 
Debt S10, 3.14-3.25, 8.172, A8.1, A8.2, A8.4, A8.5, 

A8.8, A8.9 

bad debts S10, 3.16-3.25, 3.43-3.44, 7.29, 7.40, 
8.7-8.8, 8.31, 8.44, 8.60-8.65, 8.86, 8.89-8.90, 
8.102-8.104, 8.166-8.173, A8.1, A8.2, A8.4, 
A8.5, A8.8, A8.9 

cost of debt 8.67-8.83, A8.1, A8.4, A8.5, A8.8 
statistics 3.14-3.25 
see also Balances 

Decision making 
cardholders S2, S7, S17, 1.4, 3.3, 3.8-3.13, 3.29, 

3.40-3.44, 6.29-6.47, 6.49-6.84, 6.92-6.170, 
6.184-6.186, 6.190, 8.120-8.121, 10.25, A8.8 

the Group 1.5, 10.1, 10.3-10.9, 10.22, 10.26, 
10.77-10.87 

investments 6.16-6.22, 8.72-8.73, A8.4 
Decisions on remedies 10.1, 10.77-10.87 

see also Remedial considerations 
Default fees 

background 4.3, 4.8, 4.21-4.23, 6.154-6.156, 
10.15-10.22, 10.79, A8.7, A10.1, A10.2 

see also Late-payment fees 
Default rates 

APR links 8.84-8.90, A8.2 
background 3.5, 4.3, 4.8, 4.21-4.23, 7.40, 8.84-

8.90, A8.2 
credit score cut-off points 8.86, A8.2 
expected rates 7.40, A8.2 
interest charges 8.88, A8.2 
statistics 8.88, A8.2 
see also Bad debts 

Default risk 3.5, 7.40, 8.84-8.90, A8.4 
Demand-side characteristics, store cards 6.34-6.47, 

6.49-6.57, 6.190 
Demand-side substitution 

downstream market 6.34-6.47, 6.183-6.186, 
6.190, 8.140 

upstream market 6.10-6.16, 6.190 
Department stores 

background S5, 3.32-3.36 
statistics S5, 3.32-3.36 
see also Retailers 

Department of Trade and Industry (DTI) 4.10, A7.9 
Consumer and Competition Policy Directorate 

A7.9 
UCPD implementation 4.15 

Detrimental effects on customers 
background S23-S30, 9.1-9.18, 10.1-10.87, A9.1 
CC 

conclusions S23-S30, 9.1-9.18, 10.1-10.87 
findings S23-S30, 9.1-9.18, 10.1-10.87 

quantification S24, 9.10-9.18, A9.1 
see also Cost-reflective APRs; Market features; 

Profits 
Dimson, E. A8.4 
Diners Club A1.3 
Direct debits 

balances 8.160-8.165, 8.173, 10.14, 10.20, 
10.62-10.68, 10.79, 10.83-10.84, A10.1, A10.2 

CC 
decisions on remedies 10.79, 10.83-10.84 
remedial considerations 10.14, 10.20, 10.62-
10.68, 10.79, 10.83-10.84, A10.1, A10.2 

monthly statements 10.63-10.68, 10.83-10.84 
Discount incentives 

background S2, S7, 1.4, 3.3, 3.8-3.13, 3.29, 
3.40-3.44, 6.29-6.47, 6.52-6.82, 6.112, 6.190-
6.191, 7.57, 8.22, 8.104, 9.4-9.18, A8.8 

CC, conclusions 6.190, 7.57, 8.104, 9.4-9.18 
retailer funding S7 
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Discounted cash flow (DCF), background 8.72, A8.4 
Discretionary aspects, late-payment fees 8.111-

8.112, 8.115 
Diseconomies of scale, new programmes 7.29 
Dispute resolution arrangements, Consumer Credit 

Bill 4.10 
Distortions, CC remedial considerations 10.6, 10.11 
Distribution channels, retailer functions S7, 3.40-

3.44, 6.18-6.22, 6.32-6.33, 6.44 
Dormant cardholders A6.1 
Dorothy Perkins A8.2 
Downstream market 

APRs––see APRs 
background S1, S12-S30, 6.3, 6.28-6.191, 8.1-

8.173, 9.2-9.18, A1.1, A1.2, A1.3 
CC 

conclusions S21-S30, 1.5-1.9, 4.16-4.23, 5.3-
5.4, 6.7-6.8, 6.10-6.14, 6.22-6.27, 6.43-6.47, 
6.50, 6.88, 6.90, 6.106, 6.124-6.125, 6.137-
6.142, 6.152-6.191, 7.7-7.11, 7.21-7.22, 7.26, 
7.33, 7.38, 7.41, 7.52-7.64, 8.1, 8.18, 8.20, 
8.24, 8.29-8.30, 8.35-8.36, 8.45, 8.46-8.50, 
8.56-8.58, 8.73-8.83, 8.90, 8.102-8.104, 
8.121-8.126, 8.130-8.133, 8.140, 8.155-
8.159, 8.164-8.165, 8.173, 9.2-9.18, 10.1-
10.87, A1.4, A1.5, A4.1, A10.1, A10.2 

decisions on remedies 10.77-10.87 
findings S12-S30, 1.5-1.9, 4.16-4.23, 5.3-5.4, 
6.3, 6.7-6.8, 6.10-6.14, 6.22-6.27, 6.28-6.191, 
7.7-7.11, 7.21-7.22, 7.26, 7.33, 7.38, 7.41, 
7.52-7.64, 8.1, 8.5-8.173, 9.2-9.18, 10.1-
10.87, A1.4, A1.5, A4.1, A10.1, A10.2 

remedial considerations S25-S30, 1.5, 1.9, 
5.3-5.4, 7.41, 8.173, 9.15-9.18, 10.1-10.87, 
A1.4, A1.5, A4.1, A10.1, A10.2 

competition assessment S15-S30, 6.3, 6.28-
6.191, 8.1-8.173, 9.2-9.18 

concepts 0.12-0.20, 6.28-6.186, 8.1-8.173, 9.2-
9.18 

demand-side substitution 6.34-6.47, 6.183-6.186, 
6.190, 8.140 

geographic market 6.179, 6.190 
income for providers––see Income for providers 
information among cardholders––see Information 

among cardholders 
insulation S21-S30, 8.103-8.105, 8.125-8.126, 

8.158-8.159, 8.164-8.165, 8.173, 9.7-9.18 
insurance...––see Insurance... 
interest charges––see Interest charges 
late-payment fees––see Late-payment fees 
monthly statements––see Monthly statements 
price sensitivity––see Price sensitivity 
SSNIP test 6.188-6.189 
substitution issues––see Substitution issues 
supply-side substitution 6.41-6.47, 6.181-6.186, 

6.190, 8.140 
upstream influences S17, S26, 8.11, 8.46-8.50, 

8.81, 8.84-8.90, 8.102, 8.104, 8.132-8.141, 9.4-
9.18, 10.16, 10.22, 10.25-10.56 

see also Market definition 
DTI––see Department of Trade and Industry 
Duet co-branded store card S2, 3.2, 7.34, A1.3, 

A3.1 
 
EC/EU––see European Community/Union 
Economic markets 

analytical processes 6.28, 6.48-6.177 
appropriate prices in market definition 6.48, 6.58-

6.89, 6.190 
appropriate services in market definition 6.48-

6.57, 6.89, 6.190 
CC, conclusions 6.187-6.191, 9.2-9.18 
concepts S12, 5.1-5.4, 6.1-6.191, 9.2-9.18 
credit card market 6.10-6.22, 6.28, 6.46-6.47, 

6.58, 6.66-6.84, 6.92-6.170, 6.190 
see also Downstream...; Market definition; 

Upstream... 
Economic profits, background 8.70, A8.4 
Economies of scale 7.23-7.26, 7.38, 8.57-8.58 
Edge cards, GECF 7.34 
Efficiency considerations, profits 8.79-8.83 
Egg 6.151 
Emerging Thinking document 1.5-1.6, 6.47, 6.92, 

7.2-7.4, 7.10, 7.34, 7.41, 7.53, A1.4, A1.5, A7.7, 
A8.4, A8.8, A8.9 
origins 1.6, A1.4 
web site evidence 1.5-1.6, 6.47, A1.4, A1.5, 

A7.7, A8.4, A8.8, A8.9 
The Enterprise Act 2002 S21, 1.1, 1.2, 1.5, 5.1-5.4, 

8.104, 10.7-10.9, A1.1, A1.2, A10.1 
questions to be answered 5.1-5.4, 10.3-10.9 
section 131 1.1, 8.104, 8.126, 8.173, 9.4, A10.1 
section 134 S21, 1.5, 5.1, 9.7, 10.3, 10.7-10.9, 

A1.1, A1.2, A10.1 
section 135 1.2 
section 137 1.1 

Entry S13-S14, 3.60-3.71, 6.19-6.23, 7.2-7.38, 8.70, 
8.140, 9.16, A7.1, A7.3 
barriers to entry––see Barriers to entry 
history 7.7-7.9, A7.1 
new entrants 3.60-3.71, 6.19-6.23, 7.2-7.38, 

8.70, 8.140, 9.16 
statistics 7.12 

Equifax A7.3 
Equity risk premium (ERP) 

background A8.4 
range estimates A8.4, A8.6 
see also Cost of equity 

ERP––see Equity risk premium 
European Community/Union (EC/EU) 

Article 10 5.4 
Article 81 5.4, 10.9 
Article 82 5.4, 10.9 
Council Regulation No 1/2003 (Modernisation 

Regulation) 5.4, 10.9 
Unfair Commercial Practices Directive (UCPD) 

4.15 
Ex-ante (forward looking) project appraisals, 

background A8.4 
Ex-post (historical) project appraisals, background 

A8.4 
Executive Committees 8.14 
Exits 10.12, A7.1 
Experian 7.18, A7.3 
‘Extortionate’ credit bargains 4.3 
 
Fama, E. A8.4 
Features––see Market features 
Fenwick Limited 

APRs A3.1 
background 3.39, A1.6, A3.1 

Finance & Leasing Association (FLA) 3.48, 4.16, 
6.24, 8.147-8.148 

Financial information 
background 3.52-3.54, A8.4, A8.5, A8.6 
costs...––see Costs... 
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profits––see Profits 
returns––see Returns 
revenue...––see Revenue... 
ROCE––see Return on capital employed 
ROE––see Return on equity 
statistics S4, S8, S11, S15-S16, S18, S24, 3.52-

3.54, 8.73-8.83, 8.166-8.173, A3.1, A3.2, A8.1, 
A8.2, A8.3, A8.4, A8.5, A8.6, A8.8, A8.9, A9.1 

Financial Ombudsman Service 4.10 
Financial Services Authority (FSA) 3.48, 4.4, 4.13-

4.14, 7.15, 8.68, A8.1, A8.4 
Financial Risk Outlook 2005 A8.1 
insurance 3.48, 4.13-4.14 
minimum capital requirements 8.68, A8.4 
non-investment insurance 3.48 
risk assessments A8.4 

Financial Services and Markets Act 2000 4.13-4.14 
FLA––see Finance & Leasing Association 
Focal point, concepts 8.34 
Format proposals, monthly statements 10.18-10.22, 

10.23, 10.27, 10.57, 10.78-10.79, A10.2 
Fortnum & Mason 3.39, 8.26 
‘Free riders’ A6.1 
French, K. A8.4 
FSA––see Financial Services Authority 
FTSE-Actuaries Index A8.4 
Funding costs 

background S7, S10, S18, 3.43-3.44, 8.7-8.10, 
8.62-8.65, 8.102, 8.166-8.173, A8.1, A8.4, 
A8.5, A8.8 

base rates 6.87-6.88, 6.151-6.170, 8.62, 8.102, 
A8.3 

falls S18, 8.62-8.65, 8.102 
securitisation programmes A8.4 
statistics 8.62-8.65, 8.166-8.173, A8.1, A8.5, 

A8.8 
see also Interest expenses 
 

Gap 3.60 
Gartner Inc A7.4 
GE Capital Bank UK Limited 4.17, A8.4 
GECF––see General Electric Consumer Finance 

UK 
Gender issues, cardholder characteristics S4, 3.26 
General credit cards––see Credit cards 
General Electric Consumer Finance UK (GECF) 

APR rates S16, 3.64-3.71, 6.98, 8.25-8.36, 8.37-
8.43, 8.49, 8.63, 8.92-8.99, 9.16-9.17, 10.41, 
A3.1, A8.5 

background S6, S16, 1.5, 3.23, 3.37-3.38, 3.53, 
3.64-3.71, 4.19, 6.29, 6.66, 6.78, 6.98, 7.4, 
7.12, 7.25, 7.28, 7.42, 7.54, 8.16, 8.25-8.36, 
8.37-8.43, 8.49, 8.63, 8.73-8.83, 8.92-8.99, 
8.114, 8.119-8.121, 8.133-8.152, 8.160, 9.16-
9.17, 10.41, A1.3, A1.4, A1.5, A1.6, A3.1, A3.3, 
A3.4, A4.1, A7.1, A8.2, A8.4, A8.5, A8.6, A8.7, 
A8.9 

CC 
conclusions 8.77-8.83, 9.16-9.17, 10.41 
findings S6, S16, S18, 3.37-3.38, 4.19, 8.25, 
8.27, 8.29, 8.35-8.36, 8.37-8.43, 8.49, 8.73-
8.83, 8.160, 9.16-9.17, 10.41 

cost of capital S18, A8.5, A8.6 
costs 7.25, 8.63, A8.5, A8.6, A8.7 
Edge cards 7.34 
financial information S16, S18, 3.53, 8.38, 8.73-

8.83, A3.1, A8.5, A8.6, A8.7 
income 8.38, 8.73-8.83, A8.5, A8.7, A8.9 

insurance services 3.53, 6.181, 8.133-8.152, 
A3.3, A3.4, A4.1, A8.5 

late-payment fees 8.114, 8.119-8.121, A8.7 
McCallum Layton’s survey for GECF 6.98, 6.105, 

6.126-6.146, 6.167, A1.5 
market share S6, 3.37-3.38, 7.4, 7.12, 8.75 
monthly statements––see Monthly statements 
profits S18, 8.73-8.83, A8.5, A8.6, A8.9 
ROE 8.73-8.83, A8.5, A8.6 
structure 7.12, 7.25, A7.1 
survey 1.5, 3.30, 6.98, 6.105, 6.126-6.146, 

6.167, A1.5 
views 3.20, 3.64, 3.66-3.69, 6.29, 6.66, 6.78, 

6.98, 6.181, 7.25, 7.42, 7.54, 8.38-8.44, 8.63, 
8.92, 8.114, 8.119-8.121, 8.133-8.152, A8.4, 
A8.7, A8.9 

General insurance regulations A3.3 
Generally accepted accounting practice, profits 

8.67-8.83 
Geographic market 6.1, 6.23, 6.179, 6.190 

CC, conclusions 6.23, 6.179, 6.190 
Gilts A8.4 

see also Bonds 
Goldbergs A7.1 
Goldsmiths A3.4 
Goodwill accounting A8.4 
Government borrowing, gilt rates A8.4 
the Group 1.5, 10.3-10.87 

background 1.5, 10.3-10.87 
decision making 1.5, 10.1, 10.3-10.9, 10.22, 

10.26, 10.77-10.87 
decisions on remedies 10.1, 10.77-10.87 
implementation of remedies 10.87 
remedial considerations 1.5, 10.3-10.9, 10.22, 

10.26-10.87 
statutory obligations 1.5, 10.3-10.9 
see also Competition Commission 
 

Halifax 6.151 
Harrods Limited 3.23, 8.62, A1.6, A3.1, A3.4, A8.3 
Harvey Nichols 7.11, 8.37, 8.94, 10.40, A4.1, A7.1, 

A8.1 
HBOS A7.1 
Herfindahl Hirschman index (HHI) 3.37 
HHI––see Herfindahl Hirschman index 
History of entry, store cards 7.7-7.9, A7.1 
‘Hit and run’ cardholders 3.27, 3.43-3.44, 7.29, 

8.44, 8.57, A6.1, A8.4 
see also Attrition rates 

Home-credit lenders 10.44, A8.4 
House of Commons Treasury Select Committee 

(TSC), Transparency of Credit Card Charges 
(17th December 2003) 2.1-2.3, 3.34, 3.62, 8.43, 
9.17, A1.4 

House of Fraser Limited 3.23, 3.35, 6.20, 6.151, 
7.9, 8.28, 8.62, A1.6, A3.4, A7.1, A8.2, A8.3 

‘How to pay’ section, CC, remedial considerations 
10.20, 10.65-10.68, 10.78-10.79, 10.83 

HSBC Group 
APRs 6.164, 8.14, 8.37, A3.1 
background S6, S13, 3.23, 3.37-3.39, 4.16, 4.17, 

4.19, 6.21, 6.164, 7.7-7.11, 7.28, 7.31, 7.40, 
8.14, 8.37, 8.98, 8.160, A1.3, A1.4, A1.6, A3.1, 
A3.2, A3.3, A3.4, A4.1, A7.1, A8.1, A8.2, A8.4 

CC, findings S6, S13, 3.37-3.39, 4.19, 6.164, 
7.11, 8.37, 8.98, 8.160 

insurance services A3.3, A3.4, A4.1 
market...––see Market... 
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market share S6, 3.37-3.38, 7.7, 7.11, A3.2 
monthly statements––see Monthly statements 
structure 3.38, 4.16, 7.7-7.11, 8.98, A7.1 
views 6.164, 7.11, 7.28, 7.31, 7.40, A8.4 

Hypothetical monopolist test 6.2, 6.7-6.9, 6.14, 
6.28, 6.51-6.177 
APRs 6.102-6.191 
‘net prices’ 6.71-6.73, 6.76, 6.81-6.82 
see also SSNIP test 
 

ICRs––see Individual Capital Ratios 
Ikano Financial Services Limited 

APRs 3.62, 8.37, A3.1, A8.5 
background S6, 3.37-3.38, 3.62, 4.19, 7.25, 8.37, 

8.160, A1.6, A3.1, A3.2, A3.3, A3.4, A4.1, A7.1, 
A8.2, A8.5, A8.6, A8.7 

CC, findings 4.19, 8.160 
cost of capital A8.5, A8.6 
costs 7.25, A8.5, A8.6, A8.7 
financial information A8.5, A8.6, A8.7 
income A8.5, A8.7 
insurance services A3.3, A3.4, A4.1, A8.5 
late-payment fees A8.7 
market share 3.37-3.38, A3.2 
monthly statements––see Monthly statements 
profits A8.5, A8.6 
ROE A8.5, A8.6 
structure A7.1 
views 7.25 

IKEA 3.62, 8.37, 10.38, A8.2 
Image, retailers S7-S10, 3.40-3.44, 3.61-3.71, 6.11-

6.22, 6.42-6.47, 6.50-6.57, 6.173-6.177, 6.190, 
7.51-7.53, 7.56-7.64, 8.16-8.24, 8.30-8.32, 8.37, 
8.47, 8.53-8.54, 8.132-8.141, A1.1, A1.2, A7.3, 
A7.9 

Immediate credit, store cards 6.32-6.33, 6.36-6.47 
Implementation of remedies 10.87 

see also Remedial considerations 
In-house programmes, store cards S6, 3.37, 3.39, 

3.60-3.71, 7.11, 7.23, A7.1, A7.3, A7.9, A7.10, 
A8.1 

Incentives, store cards S2, S7, S17, 1.4, 3.3, 3.8-
3.13, 3.29, 3.40-3.44, 6.29-6.47, 6.52-6.82, 6.112, 
6.154-6.171, 6.190, 7.57, 8.22, 8.104, 9.4-9.18, 
A8.8 

Income for providers 
APR reduction experiments 6.100-6.191, 8.11, 

8.17, 8.18, 8.29-8.32, 8.37-8.45, 8.91-8.105, 
10.30, A6.1 

background S10, S18-S19, 3.15-3.25, 3.40-3.44, 
3.52-3.54, 3.57-3.59, 6.100-6.191, 8.5-8.173, 
A6.1, A8.1, A8.2, A8.5, A8.7, A8.8, A8.9, A9.1 

balances––see Balances 
CC, findings S10, S18-S19, 3.40-3.44, 3.52-3.59, 

8.5-8.173 
cost-reflective APRs 8.5, 8.62-8.65, 8.166-8.173, 

9.10-9.18, 10.47, A8.8, A9.1 
cross-selling income––see Cross-selling income 
insurance services––see Insurance services 
interest charges––see Interest charges 
late-payment fees––see Late-payment fees 
merchant fees––see Merchant fees 
sources S10, S19, 3.15-3.25, 3.40-3.44, 3.52-

3.54, 3.57-3.59, 8.5, 8.7-8.10, 8.17, 8.166-
8.173, A6.1, A8.1, A8.2, A8.4, A8.5, A8.7, A8.8, 
A8.9 

statistics 3.15-3.25, 3.52-3.54, 3.57-3.59, 8.166-
8.173, A8.1, A8.2, A8.5, A8.7, A8.8, A8.9, A9.1 

types S10, S19, 3.15-3.25, 3.40-3.44, 3.52-3.54, 
8.5-8.10, 8.17, 8.67, 8.105, 8.166, A8.1, A8.7, 
A8.8 

see also Profits; Revenue... 
Index-linked gilts A8.4 
Individual Capital Ratios (ICRs) A8.4 
Inflation risk A8.4 
Information among cardholders 

APRs 8.160-8.165, 8.173, 10.14-10.61, 10.78-
10.82, A4.1, A10.1, A10.2 

background S19-S20, S22, S29, 4.1-4.23, 6.84, 
8.5, 8.114-8.126, 8.160-8.165, 8.173, 9.4-9.18, 
10.14-10.61, 10.78-10.82, 10.83-10.84, A4.1, 
A8.7, A10.1, A10.2 

cancellation rights 3.49-3.50, 4.19, 8.153, 8.160-
8.165, 8.173, 10.15, 10.20, 10.79, A4.1, A10.1 

CC 
conclusions 8.163, 8.173, 9.4-9.18, 10.14-
10.61, 10.78-10.82, 10.83-10.84, A4.1, 
A10.1, A10.2 

decisions on remedies 10.78-10.84 
findings S19, S22, S28-S29, 4.19-4.20, 6.84, 
8.115-8.126, 8.160-8.165, 8.173, 9.4-9.18, 
10.14-10.61, 10.78-10.82, 10.83-10.84, A4.1, 
A10.1, A10.2 

remedial considerations 10.14-10.61, 10.78-
10.82, 10.83-10.84, A4.1, A10.1, A10.2 

insurance services S19-S20, S22, S28-S29, 
8.160-8.165, 8.173, 10.14-10.22, 10.78-10.79, 
A4.1, A10.1, A10.2 

interest charges 4.10-4.11, 8.160-8.165, 8.173, 
10.14-10.61, 10.78-10.82, A4.1, A10.1, A10.2 

late-payment fees S19-S20, S22, S29, 6.84, 
8.114-8.126, 8.160-8.165, 8.173, 10.15-10.22, 
10.79, A4.1, A8.7, A10.1, A10.2 

post-contractual information 4.11, 4.18-4.20, 
9.16-9.18 

pre-contract information 4.6, 10.13, 10.68, 10.84 
regulations––see Regulations 
‘Summary Boxes’ 4.7, 4.11, 4.16-4.23, 8.115, 

10.18-10.20, 10.79, A10.2 
warnings notices 4.10-4.12, 4.19, 8.160-8.165, 

8.173, 10.14, 10.19, 10.23-10.61, 10.68, 10.78-
10.82, A4.1, A10.1, A10.2 

wealth warnings 4.10-4.12, 4.19, 8.160-8.165, 
8.173, 10.14, 10.15, 10.19, 10.23-10.61, 10.68, 
10.78-10.82, A4.1, A10.1, A10.2 

see also Monthly statements 
Informational asymmetries, upstream market S13, 

7.40-7.53, 7.64 
Initial submissions/oral evidence 1.5, 1.8, 8.4-8.5, 

9.4, A1.4, A1.5, A1.6 
Innovations 

CC, findings S14, 3.61-3.71, 6.88, 6.154-6.156, 
7.64 

SBCCs 6.88, 6.154-6.156, 8.40-8.45, 8.92-8.103, 
8.173, 9.7-9.8 

Insulation, downstream market S21-S30, 8.103-
8.105, 8.125-8.126, 8.158-8.159, 8.164-8.165, 
8.173, 9.7-9.18 

Insurance Conduct of Business Rules 10.10 
Insurance premium tax (IPT) A3.3 
Insurance services 

arrangements 6.24-6.27, 6.50, 6.186, 6.190, 
8.128-8.159, A3.3 

authorized firms 4.13-4.14, 8.154 
background S1, S9-S10, S12-S30, 1.2-1.3, 3.16-

3.25, 3.41-3.44, 3.45-3.54, 3.59, 4.1, 4.13-4.14, 
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4.22-4.23, 6.24-6.27, 6.103, 6.180-6.191, 8.3-
8.5, 8.7-8.10, 8.82-8.83, 8.102, 8.127-8.159, 
8.164-8.165, 8.169-8.173, 9.4-9.18, 10.10, 
10.11, 10.14, 10.69-10.76, 10.78-10.82, 10.85, 
A1.2, A1.3, A3.3, A3.4, A4.1, A8.1, A8.2, A8.5, 
A8.8, A8.9, A9.1, A10.1, A10.2 

balances 3.51-3.54, 8.140, 8.153, 8.157-8.159, 
9.9-9.18, A3.3 

benefits 3.46-3.54, 8.133-8.141, 8.150-8.159, 
A3.3, A3.4 

bundled packages S19, 0.22-0.24, 3.46-3.54, 
8.142-8.159, 9.8-9.18, 10.69-10.76, 10.85, 
A3.3, A3.4 

cancellation rights 3.49-3.50, 6.181, 8.153, 
10.15, 10.20, 10.79 

CC 
conclusions 6.24-6.27, 6.180-6.191, 8.82-
8.83, 8.102, 8.130-8.133, 8.155-8.159, 8.164-
8.165, 8.173, 9.4-9.18, 10.10, 10.14-10.22, 
10.69-10.76, 10.78-10.82, 10.85, A10.1, 
A10.2 

decisions on remedies 10.78-10.82, 10.85 
findings S19-S20, S22, S23-S24, S26, S28-
S29, 3.16-3.25, 3.41-3.44, 3.45-3.54, 3.59, 
4.22-4.23, 6.24-6.27, 6.103, 6.180-6.191, 8.7-
8.10, 8.82-8.83, 8.102, 8.127-8.159, 8.164-
8.165, 8.169-8.173, 9.4-9.18, 10.10, 10.14-
10.22, 10.69-10.76, 10.78-10.82, 10.85, 
A10.1, A10.2 

remedial considerations 10.14-10.22, 10.69-
10.76, 10.78-10.82, 10.85, A10.1, A10.2 

choice limitations S23-S24, 8.146-8.159, 9.8-
9.18, 10.69-10.76, A3.3, A9.1 

claims-handling costs A3.3 
competition 8.127-8.159, 8.164-8.165, 8.173, 

9.4-9.18, 10.70-10.76 
‘consumer credit through store cards and 

insurance purchased in association with the 
provision and use of those store cards’ S1, 1.1-
1.3, 6.3, 6.56, 6.89, 6.190-6.191, 8.3-8.5, 9.2-
9.18, A1.1, A1.2, A1.3 

cooling-off periods 3.50 
costs 8.130-8.159, 8.169-8.173, 10.72-10.76, 

A3.3, A8.8, A9.1 
cover 3.46-3.54, 8.143-8.159, 10.20, 10.79, A3.3, 

A3.4 
definitions S9, 3.38 
FSA rules 3.48, 4.13-4.14, 4.23 
in-store offers 3.46-3.54, 8.150-8.159 
income for providers––see Income for providers 
information among cardholders S19-S20, S22, 

S28-S29, 8.160-8.165, 8.173, 10.14-10.22, 
10.78-10.79, A4.1, A10.1, A10.2 

market definition 6.24-6.27, 6.103, 6.180-6.191, 
8.130-8.133 

monthly statements 8.160-8.165, 8.173, 10.14-
10.22, 10.78-10.79, A4.1, A10.1, A10.2 

NOP survey 3.52, 6.184, 8.152-8.153, A1.4 
offers 3.46-3.54, 8.142-8.159 
OFT market study 4.22, 8.152-8.153 
packages S19, S22-S24, 3.46-3.54, 8.142-8.159, 

A3.3, A3.4 
penetration rates 3.48-3.54, A3.3, A8.9 
point of sale 10.74-10.76 
prices S23-S24, S26, S29, 3.41-3.44, 3.52-3.54, 

6.24-6.27, 8.129-8.159, 8.173, A3.3, A3.4, 
A8.1, A8.2, A9.1 

profits 3.16-3.25, 3.52-3.54, 6.24, 8.131-8.133, 

8.138-8.159, A3.3, A8.2, A8.5, A8.9, A9.1 
reference background S1, 1.2-1.3, 3.45, A1.2, 

A1.3, A1.4 
regulations 3.48-3.49, 4.1, 4.13-4.14, 4.22-4.23, 

8.134, 8.150-8.153, 8.154, 8.157-8.159, 9.16-
9.18, A3.3 

retailers 6.24-6.27, 6.50, 6.186, 6.187, 6.190-
6.191, 7.2-7.3, 8.128-8.159, 9.8-9.18, 10.70-
10.76, A3.3 

statistics S8, 3.16-3.25, 3.51-3.54, 3.59, 8.148, 
A3.3, A3.4, A4.1, A8.5, A8.8, A8.9, A9.1 

surveys 3.52, 4.22, 6.184, 8.152-8.153, A1.4 
tenders 8.131-8.141, A3.3 
third-party insurers 8.131, 8.137-8.140, 8.157-

8.159, 10.14, 10.69-10.76, 10.85 
transparency issues 8.149-8.159, 10.11-10.12, 

10.16 
types S9, S19-S20, S22, 3.46-3.54, 8.128, 

8.143-8.159, A3.3, A3.4 
underwriters 3.42-3.44, 3.48-3.54, 8.169, A3.3, 

A8.1, A8.8 
upstream market 6.24-6.27, 6.50, 6.186, 6.187, 

6.190-6.191, 7.2-7.3, 8.128-8.159, 9.8-9.18, 
10.70-10.76, A3.3 

views of, GECF 8.133-8.152 
see also Card protection...; Payment protection... 

Intangible assets 
background 8.67-8.83, 8.168-8.173, A8.4, A8.6, 

A8.8 
customer acquisition costs 8.72, A8.4 
goodwill accounting A8.4 
profit adjustments 8.67-8.83, 8.168-8.173, A8.4, 

A8.6, A8.8 
sensitivity analysis 8.72, 8.171, A8.6 
valuations 8.67, 8.168-8.173, A8.4 

Interchange fees 8.8, 8.57 
Interest charges 

APRs––see APRs 
background S4, S8-S10, S24, 2.1-2.3, 3.16-3.25, 

3.41-3.44, 3.59, 4.10-4.23, 8.5, 8.7-8.10, 8.11-
8.105, 8.160-8.165, 8.173, 10.14-10.61, 10.78-
10.82, A1.4, A4.1, A8.2, A9.1, A10.1, A10.2 

CC 
conclusions 6.124-6.125, 6.137-6.142, 6.152-
6.191, 8.24, 9.4-9.18, 10.14-10.61, 10.78-
10.82, A10.1, A10.2 

decisions on remedies 10.78-10.82 
findings S4, S8-S10, S24, 3.16-3.25, 3.41-
3.44, 3.59, 6.124-6.125, 6.137-6.142, 6.152-
6.191, 8.7-8.10, 8.11-8.105, 8.160-8.165, 
8.173, 9.4-9.18, 10.14-10.61, 10.78-10.82, 
A10.1, A10.2 

remedial considerations 10.14-10.61, 10.78-
10.82, A10.1, A10.2 

default rates 8.88, A8.2 
income for providers––see Income for providers 
monthly statements 4.10-4.11, 8.160-8.165, 

8.173, 10.14-10.61, 10.78-10.82, A4.1, A10.1, 
A10.2 

statistics S8, S24, 3.16-3.25, 3.27-3.31, 3.59, 
A8.2, A9.1 

TSC report 2.1-2.3, 3.62, 8.43, 9.17, A1.4 
see also Income for providers; Revolvers 

Interest expenses 
background S7, S10, S18, A8.1, A8.4, A8.5 
see also Funding costs 

Interest-free credit, background S2, 3.9, 3.27, 4.16, 
6.36-6.47, 6.85, 10.23-10.24, 10.57, 10.82, A6.1, 
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A8.4 
Interflora A1.3 
Internal documentation 6.147-6.150, 6.168, 8.19 
Internal rate of return (IRR) 

background 8.70-8.72, A8.4, A8.9 
concepts 8.70-8.72, A8.4, A8.9 
uses 8.70-8.72, A8.4, A8.9 

Investments 
decision making 6.16-6.22, 8.72-8.73, A8.4 
providers 6.16-6.22, 7.16-7.22, 7.38, 8.72-8.73 
see also Sunk costs 

IPT––see Insurance premium tax 
IRR––see Internal rate of return 
‘Issuer’, terms of reference definitions A1.1, A1.2 
Issues Statement 1.5-1.6, A1.4 
IT systems 

falling costs 8.64-8.65 
sunk costs 7.17, 7.23, 7.26 
switching costs 7.46, 7.50 
 

Jaeger 8.62, A8.3 
JD Sports A8.2 
Jenners 3.39 
JJB Sports 3.23, 3.35, A8.2 
JLP––see John Lewis Partnership 
John Lewis Partnership (JLP) 

acceptance rates 8.88 
APRs 3.71, 6.120, 6.140, 6.151, 6.152, 6.158, 

6.164, 7.40, 8.14, 8.20, 8.25-8.36, 8.43, 8.59, 
8.62, 8.88, 8.94-8.98, 10.29, 10.38, A8.3, A8.5 

background S6, S13, 3.18, 3.22-3.23, 3.35, 3.38, 
3.39, 3.60, 3.71, 6.94, 6.120, 6.140, 6.151, 
6.152, 6.158, 6.164, 7.7-7.11, 7.40, 8.14, 8.20, 
8.25-8.36, 8.43, 8.59, 8.62, 8.88, 8.94-8.98, 
8.148, 10.29, 10.38, A1.6, A3.2, A3.4, A7.1, 
A7.10, A8.1, A8.3, A8.4, A8.5, A8.6 

CC, findings S6, S13, 3.22-3.23, 3.38, 3.39, 3.71, 
6.152, 6.158, 6.164, 8.20, 8.26, 8.28, 8.43, 
8.59, 8.62, 8.88, 8.94-8.98, 8.148, 10.29, 10.38 

cost of capital A8.5, A8.6 
costs 8.62, A8.5, A8.6 
financial information A8.5, A8.6 
income 8.62, A8.5 
insurance services 8.148, A8.5 
market share 3.35, 3.38, 7.7, 7.11, A3.2 
profits A8.5, A8.6 
ROE A8.5, A8.6 
SBCCs 3.16-3.18, 3.22-3.23, 3.60, 8.28, 8.96-

8.98 
Joint ventures A7.7 
 
‘Key Financial Information’ 4.7 
Kingfisher plc A1.3 
Kwik-Fit A3.4 
 
Lapuerta, Carlos A8.4, A8.9 
Late-payment fees 

background S10, S19-S20, S22, S29, 3.41-3.44, 
3.59, 4.8, 6.59, 6.83-6.84, 6.103, 6.154-6.171, 
8.5, 8.7-8.11, 8.17, 8.82-8.83, 8.102, 8.105-
8.126, 8.160-8.165, 8.173, 9.4-9.18, 10.15-
10.22, 10.62-10.68, 10.79, A4.1, A8.1, A8.2, 
A8.5, A8.6, A8.7, A8.8, A10.1, A10.2 

CC 
conclusions 8.82-8.83, 8.102, 8.121-8.126, 
8.173, 9.4-9.18, 10.15-10.22, 10.62-10.68, 
10.79, A10.1, A10.2 

decisions on remedies 10.79 

findings S10, S19-S20, S22, S29, 3.41-3.44, 
3.59, 4.8, 6.83-6.84, 6.103, 6.154-6.156, 8.7-
8.11, 8.82-8.83, 8.102, 8.106-8.126, 8.173, 
9.4-9.18, 10.15-10.22, 10.62-10.68, 10.79, 
A10.1, A10.2 

remedial considerations 10.15-10.22, 10.62-
10.68, 10.79, A10.1, A10.2 

competition 8.106-8.126, 8.173, 9.8-9.18 
costs to providers 8.110, 8.122-8.126, A8.7 
credit cards 6.154-6.156, 8.8, 8.119-8.121 
direct debits 10.62-10.68 
discretionary aspects 8.111-8.112, 8.115 
information among cardholders S19-S20, S22, 

S29, 6.84, 8.114-8.126, 8.160-8.165, 8.173, 
10.15-10.22, 10.79, A4.1, A8.7, A10.1, A10.2 

levels and incidence 6.83-6.84, 8.107-8.126, 
A8.7 

monthly statements S19, S29, 8.115-8.126, 
8.160-8.165, 8.173, 10.15-10.22, 10.79, A4.1, 
A8.7, A10.1, A10.2 

NOP survey for the OFT 1.5, 3.52, 8.116, A1.4, 
A8.7 

OFT investigation 4.20-4.22, 8.123 
policies S19, S22, 6.83-6.84, 8.107-8.126, A8.7 
regulations 8.108, 8.119, 8.123 
retailers 8.113-8.126, 9.8-9.18 
setting/pricing processes S19, S22, 6.83-6.84, 

8.107-8.126, A8.7 
statistics 3.59, 8.109-8.126, A8.7 
surveys 1.5, 3.52, 8.116-8.118, A1.4, A8.7 
trends 6.83-6.84, 8.110-8.112, A8.7 
under-recovered costs 8.110, 10.20, 10.79, A8.7 
views of 

GECF A8.7 
Style A8.7 

waivers A8.7 
see also Income for providers 

Laura Ashley Ltd 3.35, 6.151, 8.62, A1.6, A8.3 
Legislation––see Statutory measures 
Liberty 8.26 
LIBOR spreads A8.4 
Licenses 4.2-4.4, 7.14-7.15, 7.38 

see also Regulations 
Life insurance 3.42-3.44, A3.4 
Lifecycle assessment approach, profits 7.30, 8.70-

8.83, A8.4, A8.9 
Lloyds TSB 6.151, 7.12, A7.1 

APRs 6.151, A3.1 
Loan book, book equity A8.4 
London Business School A8.4 
Loyalties, customers S2, S7, 3.3-3.4, 6.10-6.15, 

6.19, 6.32, 6.42-6.47, 6.190, 7.56-7.64, A7.7 
Loyalty cards, background S3, 3.3, 3.10, 6.10-6.15, 

6.31, 6.33, 6.46-6.47, 8.28 
 
McCallum Layton’s survey for the GECF 6.98, 

6.105, 6.126-6.142, 6.144-6.146, 6.167, A1.5 
McFall, John, MP A1.4 
McKays A8.2 
Maestro 3.2 
Management accounting A8.4 
Manchester Airport PLC report (2002) A8.4 
Marginal costs 8.53 
‘Marginal’ least creditworthy cardholders, APR links 

8.84-8.90 
Margins, base rates 8.62-8.65 
Market concentration, providers 3.37-3.38 
Market definition 
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analytical processes 6.28, 6.48-6.177 
appropriate prices in market definition 6.48, 6.58-

6.89, 6.190 
appropriate services in market definition 6.48-

6.57, 6.89, 6.190 
background S12, 3.55-3.59, 6.1-6.191, 8.1-8.5, 

8.12, 8.48, 9.2-9.18 
balance transfers 6.96, 6.98, 6.129, 6.143-6.146, 

6.168 
CC, conclusions 6.7-6.8, 6.22-6.27, 6.106, 6.124-

6.125, 6.137-6.142, 6.152-6.191, 8.48, 9.2-9.18 
concepts S12, 6.1-6.191, 9.2-9.6 
credit card market 6.10-6.22, 6.28, 6.46-6.47, 

6.58, 6.66-6.84, 6.92-6.170, 6.188-6.191 
customer benefits 6.29-6.47, 6.52-6.88, 6.112, 

6.154-6.171, 6.190 
insurance services 6.24-6.27, 6.103, 6.180-

6.191, 8.130-8.133 
internal documentation 6.147-6.150, 6.168, 8.19 
price-history aggregate data 6.151-6.171 
retailer APR inter-comparisons 6.90, 6.172-

6.177, 6.190 
SBCCs 6.5-6.27, 6.29-6.47, 6.88, 6.148, 6.154-

6.156, 6.178, 6.190 
separate markets 6.5-6.8 
SSNIP test 6.2, 6.7-6.9, 6.14, 6.28, 6.51-6.191 
substitution issues––see Substitution issues 
total substitution effect 6.95-6.99 
see also Downstream...; Upstream... 

Market features 
background S13-S30, 5.1-5.4, 6.190, 7.1-7.3, 

8.1-8.173, 9.1-9.18, A9.1 
CC 

conclusions 7.64, 8.104, 8.126, 8.159, 8.165, 
8.173, 9.1-9.18 

findings S13-S30, 5.1-5.4, 6.190, 7.1-7.3, 
7.64, 8.5-8.173, 9.1-9.18 

concepts 5.1-5.4, 8.2-8.5, 8.104, 8.126, 8.159, 
8.165, 8.173, 9.3-9.18 

conduct concepts 9.3-9.18 
list S22 
see also APRs; Information...; Insurance...; Late-

payment fees; Price sensitivity 
Market Investigation References: Competition 

Guidelines (June 2003) 1.6, 6.2, 6.93, 6.176, 
6.188, 6.190, 8.80, A8.4 

Market power, CC, findings 6.81-6.82, 6.103, 6.189, 
7.8-7.11, 8.47, 8.49 

Market shares of providers 
background S6, 3.37-3.38, 6.27, 6.189, 7.4, 7.7-

7.11, 8.75, A3.2 
CC 

conclusions 6.189, 7.7-7.11 
findings S6, 3.37-3.38, 6.189, 7.7-7.11, 8.75 

statistics S6, 3.37-3.38, 7.7, 8.75, A3.2 
Market structure 3.37-3.38, 7.2, 7.7-7.11, 9.3-9.18, 

A7.1 
Market to book ratios, statistics A8.4, A8.9 
Market values, background A8.4 
Marketing 

costs to providers 3.41-3.44, 7.59-7.64, 8.7-8.10, 
A8.1 

provider functions S7-S10, S26, 3.40-3.44, 6.17-
6.22, 6.32-6.33, 6.44, 7.17-7.22, 7.59-7.64, 
A3.3, A7.3, A7.7, A8.1 

retailer functions S7-S10, S26, 3.40-3.44, 6.18-
6.22, 6.32-6.33, 6.44, 7.56-7.64, 9.16, A3.3, 
A7.3, A7.7 

Markets 
background S12-S30, 3.55-3.59, 6.1-6.191, 7.1-

7.64, 10.11-10.13 
concepts S12-S30, 10.11-10.13 
entry––see Entry 
exits 10.12, A7.1 

Marks & Spencer plc 
acceptance rates 8.88 
APRs 3.71, 6.151, 6.152, 6.158, 6.164, 8.14, 

8.25-8.36, 8.43, 8.59, 8.62, 8.88, 8.94-8.98, 
10.29, A8.3, A8.5 

background S6, S13, 3.16-3.18, 3.22-3.23, 3.35, 
3.39, 3.60, 3.71, 6.151, 6.152, 6.158, 6.164, 
7.7-7.8, 7.40, 8.14, 8.25-8.36, 8.43, 8.59, 8.62, 
8.88, 8.94-8.98, 8.148, 10.29, A1.6, A3.2, A3.3, 
A4.1, A7.1, A7.10, A8.1, A8.2, A8.3, A8.4, 
A8.5, A8.6, A8.7 

CC, findings S6, S13, 3.22-3.23, 6.158, 6.164, 
8.26, 8.28, 8.43, 8.59, 8.62, 8.88, 8.94-8.98, 
8.148, 10.29 

cost of capital A8.5, A8.6 
costs 8.62, A8.5, A8.6, A8.7 
financial information A8.3, A8.5, A8.6, A8.7 
income 8.62, A8.5, A8.7 
insurance services 8.148 
late-payment fees A8.7 
market share 3.35, 3.38, 7.7-7.8, A3.2 
profits A8.5, A8.6 
ROE A8.5, A8.6 
SBCCs 3.16, 3.22-3.23, 3.60, 8.28, 8.96-8.98 

Marsh, P. A8.4 
MasterCard 3.2, 7.17, A1.3 
Mature sector, background S11, S26, 3.60-3.71, 

7.11 
MBNA Europe Bank plc 6.151, 7.9, 7.17, A1.3, 

A7.1, A8.4, A8.9 
Merchant fees 

background S10, 3.15-3.25, 3.41-3.44, 3.59, 8.7, 
8.17, 8.64-8.65, A8.1, A8.4, A8.9 

see also Income for providers 
Mergers and acquisitions A7.1, A8.1 
Merrill Lynch A8.4 
Minimum capital requirements, FSA regulations 

8.68, A8.4 
Minimum payments 

background S4, 3.3-3.4, 3.27-3.31, 3.41-3.44, 
4.10-4.12, 4.19, 8.117, 8.160-8.165, 8.173, 
10.14, 10.15, 10.19, 10.23-10.61, 10.66-10.68, 
10.80-10.82, A4.1, A10.1, A10.2 

statistics 3.3-3.4, 3.27-3.31 
wealth warnings 4.10-4.12, 4.19, 8.160-8.165, 

8.173, 10.14, 10.15, 10.19, 10.23-10.61, 10.66, 
10.68, 10.78-10.82, A4.1, A10.1, A10.2 

Mobile Network Operators report (2003) A8.4 
Modernisation Regulation––see Council Regulation 

No 1/2003 
Monopoly profits, stock market valuations A8.4 
Monsoon 3.62, 8.27, 8.37, 8.94, 10.40 
Monthly interest rates, CC, conclusions 10.19 
Monthly statements 

APRs 8.160-8.165, 8.173, 10.14-10.61, 10.78-
10.82, A4.1, A10.1, A10.2 

background S2, S8-S10, S19, S22, S29, 3.3, 
3.41-3.44, 4.1, 4.10-4.11, 4.18-4.20, 6.17-6.22, 
8.5, 8.115-8.126, 8.160-8.165, 8.173, 9.4-9.18, 
10.14-10.61, 10.78-10.84, A4.1, A10.1, A10.2 

cancellation rights 4.19, 8.160-8.165, 8.173, 
10.15, 10.20, 10.79, A4.1, A10.1 
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CC 
conclusions 8.163, 8.173, 9.4-9.18, 10.14-
10.61, 10.78-10.84, A4.1, A10.1, A10.2 

decisions on remedies 10.78-10.84 
findings S19, S22, S29, 3.41-3.44, 4.10-4.11, 
4.18-4.20, 8.115-8.116, 8.160-8.165, 8.173, 
9.4-9.18, 10.14-10.61, 10.78-10.84, A4.1, 
A10.1, A10.2 

remedial considerations 10.14-10.61, 10.78-
10.84, A4.1, A10.1, A10.2 

copy statements 3.42-3.44, A8.1, A8.7 
direct debits 10.63-10.68, 10.83-10.84 
format proposals 10.18-10.22, 10.23, 10.27, 

10.57, 10.78-10.79, A10.2 
‘how to pay’ section 10.20, 10.65-10.68, 10.78-

10.79, 10.83 
insurance services 8.160-8.165, 8.173, 10.14-

10.22, 10.78-10.79, A4.1, A10.1, A10.2 
interest charges 4.10-4.11, 8.160-8.165, 8.173, 

10.14-10.61, 10.78-10.82, A4.1, A10.1, A10.2 
late-payment fees S19, S29, 8.115-8.126, 8.160-

8.165, 8.173, 10.15-10.22, 10.79, A4.1, A8.7, 
A10.1, A10.2 

OFT 4.11-4.12, 4.20, 8.161, 10.24, 10.58-10.60, 
10.82 

regulations 4.1, 8.161, 9.16-9.18, A4.1 
self-regulatory provisions 9.16-9.18, A4.1 
‘Summary Boxes’ 4.7, 4.11, 4.16-4.23, 8.115, 

10.18-10.20, 10.79, A10.2 
transparency issues 8.162-8.165, 8.173, 9.8-

9.18, 10.14-10.61, 10.78-10.83 
warnings notices 4.10-4.12, 4.19, 8.160-8.165, 

8.173, 10.14, 10.19, 10.23-10.61, 10.68, 10.78-
10.82, A4.1, A10.1, A10.2 

wealth warnings 4.10-4.12, 4.19, 8.160-8.165, 
8.173, 10.14, 10.15, 10.19, 10.23-10.61, 10.68, 
10.78-10.82, A4.1, A10.1, A10.2 

see also Balances; Information... 
Moody’s A8.4 
Mothercare plc 3.35, 3.63, 3.68-3.69, 6.151, 8.27, 

8.38, 8.40, 8.62, 8.94, 8.99, A1.6, A3.4, A8.3 
Multi-tiered APRs 8.28, 8.43, 8.44, 8.78, 8.93-8.99, 

9.17, 10.41, 10.50-10.56, 10.81 
 
National Consumer Council 2.1, A1.4 
NatWest 6.151, A7.1 
Negotiating powers, retailers S14, S17, 7.54-7.64, 

8.13-8.19, 8.32, 8.47, 8.81, 8.133-8.141 
Net present value (NPV) A8.9 
‘Net prices’, store cards 6.59-6.82 
Network cards 

background S2, 3.2, A1.2, A1.3 
see also Co-branded store cards 

New entrants 
background 3.60-3.71, 6.19-6.23, 7.2-7.38, 8.70, 

8.140, 9.16 
statistics 7.12 
see also Entry 

New Look 3.35, 8.23, 8.94, 10.40 
New programmes 3.60-3.71, 7.4, 7.27-7.33, 7.61-

7.62, 8.15-8.19, 8.40-8.45, 8.91-8.105, A7.2, 
A7.8, A7.9, A8.6 

Next A1.3 
Non-diversifiable risk––see Systematic risk 
NOP survey for the OFT 1.5, 3.52, 6.37, 6.98, 

6.105, 6.126-6.146, 6.184, 8.116, A1.4, A8.7 
insurance services 3.52, 6.184, A1.4 
late-payment fees 1.5, 3.52, 8.116, A1.4, A8.7 

retail benefits 6.37 
North America––see US 
Notice of Possible Remedies 1.5, 10.2-10.14, 

10.15, 10.17, 10.24, 10.35, 10.57-10.64, A1.4, 
A10.1 

NPV––see Net present value 
 
Oasis A8.2 
Office of Fair Trading (OFT) S1, 1.1-1.3, 1.5, 2.2, 

3.34, 3.52, 4.2-4.4, 4.11-4.12, 4.20-4.22, 6.37, 
6.61-6.63, 6.70, 6.78, 6.98, 6.105, 6.126-6.146, 
7.14, 8.123, 8.152-8.153, 8.161, 10.9, 10.24, 
10.58-10.60, 10.82, A1.1, A1.2, A1.3, A1.4, A4.1, 
A8.7, A10.1 
APR threshold-levels 10.24 
Articles 81 and 82 of the Treaty 10.9 
background S1, 1.1-1.3, 1.5, 2.2, 3.34, 3.52, 4.2-

4.4, 4.11-4.12, 4.20-4.22, 6.37, 6.61-6.63, 6.70, 
6.78, 6.98, 6.105, 6.126-6.146, 7.14, 8.123, 
8.152-8.153, 8.161, 10.9, 10.24, 10.58-10.60, 
10.82, A1.1, A1.2, A1.3, A1.4, A4.1, A8.7 

complaints 2.2, 3.34, 4.21 
insurance services 4.22, 8.152-8.153 
late-payment fees 4.20-4.22, 8.123 
licences 4.2-4.4, 7.14 
monthly statements 4.11-4.12, 4.20, 8.161, 

10.24, 10.58-10.60, 10.82, A4.1 
NOP survey 1.5, 3.52, 6.37, 6.98, 6.105, 6.126-

6.146, 6.184, 8.116, 8.152-8.153, A1.4, A8.7 
PPI sector 4.22, 8.152-8.153 
preliminary examination 2.2-2.3, 3.34, 4.11, 4.21, 

6.61-6.63, 6.70, 6.78 
reference background S1, 1.1-1.3, 3.45, 6.3, 

A1.1, A1.2, A1.3, A1.4, A10.1 
Store Cards–Report of the OFT’s inquiry (March 

2004) 2.2, 3.34, 4.11 
terms of reference S1, 1.1-1.3, 3.8-3.13, 3.45, 

A1.1, A1.2, A1.3 
TSC inquiry 2.2, 3.34, 3.62, 8.43, 9.17, A1.4 
UTCCRs 4.21, 8.123 
varied terms of reference S1, 1.2-1.8, A1.2, A1.3, 

A1.4 
Open hearing, web site evidence 1.5, 1.8, 9.4, A1.4, 

A1.5 
Opening-account costs A8.8, A8.9 
Operating costs 

background S10, 3.43-3.44, 6.17-6.22, 7.16-
7.26, 8.7-8.10, 8.122-8.126, 8.166-8.173, 
10.61, A8.1, A8.5, A8.7, A8.8, A8.9 

statistics 7.16-7.26, 8.122-8.126, 8.167-8.173, 
A8.1, A8.5, A8.7, A8.9 

types 3.43-3.44, 8.7-8.10, 8.122, 8.169, A8.1, 
A8.8 

see also Costs to providers 
Opportunity costs, equity A8.4 
Oral evidence 1.5, 1.8, A1.4, A1.5, A1.6 
ORC International’s survey for the CC 6.126-6.142, 

6.144-6.146, 6.184, 8.116, 8.152-8.153, A1.4 
Origination activities 

costs to providers A8.1 
provider functions A7.3, A8.1 
see also Operating costs 

‘Other Financial Information’ 4.7 
Outsourcing 

background 3.39, 3.60, 6.18, 6.23, 7.18-7.22, 
A7.1, A7.3, A7.4, A7.8 

core activities A7.3 
non-core/other activities 7.18-7.22, A7.3 
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see also Tenders 
Outstanding balances––see Balances 
 
‘Payment card’, terms of reference definitions 1.4-

1.8, 3.8-3.13, 6.32-6.33, A1.1, A1.2 
Payment protection insurance (PPI) 

background S9, S19, S22, 3.42-3.44, 3.46-3.54, 
3.59, 4.22-4.23, 6.24, 8.128-8.159, 8.173, 9.4-
9.18, 10.14, 10.69-10.76, 10.85, A3.3, A3.4, 
A8.1, A8.9, A10.1, A10.2 

benefits 3.46-3.54, 8.133-8.141, 8.150-8.159, 
A3.3, A3.4 

bundled packages S19, S22-S24, 3.46-3.54, 
8.142-8.159, 9.8-9.18, 10.69-10.76, 10.85, 
A3.3, A3.4 

CC 
conclusions 6.24, 8.130-8.133, 8.155-8.159, 
8.173, 9.4-9.18, 10.14, 10.69-10.76, 10.85, 
A10.1, A10.2 

decisions on remedies 10.78-10.79, 10.85 
findings S19, S22, 3.46-3.54, 3.59, 4.22-4.23, 
6.24, 8.128-8.159, 8.173, 9.4-9.18, 10.14, 
10.69-10.76, 10.85, A10.1, A10.2 

remedial considerations 10.14, 10.69-10.76, 
10.85, A10.1, A10.2 

choice limitations S23-S24, 8.146-8.159, 9.8-
9.18, 10.69-10.76, A3.3, A9.1 

definition S9, 3.46 
FSA rules 3.48, 4.23 
in-store offers 3.46-3.54, 8.150-8.159 
NOP survey for the OFT 3.52, 8.152-8.153 
offers 3.46-3.54, 8.142-8.159 
OFT market study 4.22, 8.152-8.153 
penetration rates 3.48-3.54, A3.3, A8.9 
prices 6.24, 8.130-8.159, 8.173, A3.3, A3.4, A8.1 
regulations 3.48-3.49, 4.1, 4.13-4.14, 4.22-4.23, 

8.134, 8.150-8.153, 8.154, 8.157-8.159, A3.3 
statistics 3.51-3.54, 3.59, 8.148, A3.3 
third-party insurers 8.131, 8.137-8.140, 8.157-

8.159, 10.14, 10.69-10.76, 10.85 
see also Insurance services; Price protection...; 

Purchase protection... 
Payments from providers to retailers 

background S10, S17, 3.15-3.25, 3.41-3.44, 
6.24-6.27, 6.50, 7.59-7.64, 8.7-8.10, 8.17, 8.49, 
8.74, 8.92-8.93, 8.130-8.133, 9.12-9.18, A7.7, 
A7.10, A8.1, A8.5, A8.9 

CC, findings S10, S17, 6.24-6.27, 7.59-7.64, 
8.49, 8.74, 8.130-8.133, 9.12-9.18 

statistics 3.15-3.25, 7.59-7.64, 9.12, A7.10, A8.1, 
A8.5, A8.9 

types S10, 3.15-3.25, 3.41-3.44, 7.59-7.64, 8.7-
8.10, 8.74, A8.1, A8.5 

see also Costs to providers 
Payments from retailers to providers A8.8 
Penetration rates, insurance services 3.48-3.54, 

A3.3, A8.9 
Plastic cards 

types S2-S3, S21, 3.2-3.12, 6.28, 6.92 
see also Store cards 

Point of sale 
insurance services 10.74-10.76 
sales assistants 3.34, 10.13 

Policies, late-payment fees S19, S22, 6.83-6.84, 
8.107-8.126, A8.7 

Portfolio hand-overs, upstream market S13, 7.5, 
7.7-7.9, 7.21, 7.44-7.47, 7.53, 7.62-7.63 

Post-contractual information 4.11, 4.18-4.20, 9.16-

9.18 
PPI––see Payment protection insurance 
Pre-contract information, CCA 4.6, 10.13 
‘Prevents, restricts or distorts competition’ 

background S13-S30, 2.2-2.3, 5.1-5.4, 7.1-7.3, 
7.64, 8.1-8.5, 8.51, 8.173, 9.5-9.18, A1.1, A1.2, 
A1.4 

CC 
conclusions S13-S30, 5.1-5.4, 7.64, 8.173, 
9.5-9.18 

findings S13-S30, 5.1-5.4, 7.64, 8.173, 9.5-
9.18, A1.1, A1.2 

see also Market features 
Price elasticity of demand, store card credit 6.121, 

6.136, 6.157-6.164 
Price history, aggregate data 6.151-6.171 
Price protection 

background S9, S19, S22, 3.42-3.44, 3.46-3.54, 
8.128-8.159, 8.173, 10.14, 10.69-10.76, 10.85, 
A3.3, A3.4, A8.1, A10.1, A10.2 

benefits 8.133-8.141, 8.150-8.159, A3.3, A3.4 
CC 

findings S19, S22, 3.46-3.54, 8.135-8.141, 
9.4-9.18, 10.14, 10.69-10.76, 10.85, A10.1, 
A10.2 

remedial considerations 10.14, 10.69-10.76, 
10.85, A10.1, A10.2 

see also Insurance services; Payment 
protection... 

Price sensitivity 
background S12, S14, S17, S22, S29, 6.29, 

6.39-6.47, 6.49, 6.61-6.82, 6.99-6.191, 8.12, 
8.18, 8.32-8.34, 8.104, 8.126, 8.156, 8.159, 
9.4-9.18, 10.16, 10.70-10.71 

balance transfers 6.96, 6.98, 6.129, 6.143-6.146, 
6.168 

CC 
conclusions 6.124-6.125, 6.137-6.142, 6.152-
6.191, 8.18, 8.104, 8.126, 8.156, 8.159, 9.4-
9.18, 10.16, 10.70-10.71 

findings S12, S14, S17, S22, S29, 6.39-6.47, 
6.77-6.82, 6.99-6.191, 8.12, 8.18, 8.104, 
8.126, 8.156, 8.159, 9.4-9.18, 10.16, 10.70-
10.71 

elasticity of demand 6.121, 6.136, 6.157-6.164 
experimental evidence 6.99-6.125, 8.12, 8.32, 

A6.1 
historical evidence 6.99-6.125, 6.151-6.171, 

8.12, 8.32-8.34 
surveys 6.126-6.146, 6.167-6.168 
see also APRs 

Prices S12, S15-S30, 3.41-3.44, 3.52-3.54, 6.24-
6.27, 6.48, 6.58-6.191, 7.2-7.3, 8.129-8.159, 
8.173, 9.9-9.18, A3.3, A3.4, A8.1, A8.2, A9.1 
appropriate prices in economic market definition 

6.48, 6.58-6.89, 6.190 
CC 

conclusions 9.4-9.18 
findings S12, S15-S30, 6.48, 6.58-6.191, 7.2-
7.3, 9.4-9.18 

competition indicator 8.51 
insurance services S23-S24, S26, S29, 3.41-

3.44, 3.52-3.54, 6.24-6.27, 8.129-8.159, 8.173, 
A3.3, A3.4, A8.1, A8.2, A9.1 

marginal costs 8.53 
‘net prices’ 6.59-6.82 
upstream market 7.2-7.3 
see also APRs 
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PricewaterhouseCoopers (PwC) 7.47 
Principles 10.40 
Product market 6.1 
Profit and loss accounts, adjustments 8.67-8.83, 

8.167-8.173, A8.4, A8.6, A8.8 
Profit-share payments, costs to providers S10, 3.41-

3.44, 6.24-6.27, 6.50, 6.123-6.125, 7.55-7.64, 8.7-
8.10, 8.74, 8.81, 8.130-8.133, 8.167, 9.12-9.18, 
10.30, A3.3, A7.7, A7.10, A8.1, A8.8, A8.9 

Profits 
adjustments 8.67-8.83, 8.166-8.173, A8.4, A8.6, 

A8.8 
APR increases 8.18-8.19, 8.24, 8.29-8.30, 8.32 
APR reduction experiments 6.100-6.191, 8.11, 

8.18, 8.29-8.32, 8.37-8.45, 8.91-8.105, 10.30, 
A6.1 

APRs 6.100-6.191, 8.11, 8.18-8.19, 8.24, 8.29-
8.32, 8.37-8.45, 8.91-8.105, 9.10-9.18, A6.1 

background S14, S18, S26, 3.43-3.44, 3.52-3.54, 
6.100-6.191, 7.30, 7.54-7.64, 8.7-8.10, 8.11, 
8.18-8.19, 8.24, 8.29-8.32, 8.37-8.45, 8.62-
8.65, 8.66-8.83, 8.91-8.105, 8.166-8.173, 9.10-
9.18, 10.30, A6.1, A7.7, A8.2, A8.4, A8.5, A8.6, 
A8.8, A8.9, A9.1 

base-rate reductions 8.62-8.65 
CC 

conclusions 7.54-7.64, 8.24, 8.73-8.83, 8.90, 
8.102-8.104, 9.10-9.18, 10.30 

findings S14, 7.54-7.64, 8.18-8.19, 8.24, 8.62-
8.65, 8.66-8.83, 8.90, 8.102-8.104, 9.10-9.18, 
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