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Highlights

Complaints increased by 72%
See page 3

45% increase in the number of 
complaints we closed
See page 15

34% of complaints related to  
financial hardship
See page 23

Almost 16,000 contacts from 
consumers by phone, on-line  
and post
See page 3

Membership increased by 22%  
to 15,535 and continues to grow
See page 13
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