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ECONOMY, JOBS AND FAIR WORK COMMITTEE

 
AGENDA

 
22nd Meeting, 2018 (Session 5)

 
Tuesday 19 June 2018

 
The Committee will meet at 9.30 am in the David Livingstone Room (CR6).
 
1. Decision on taking business in private: The Committee will decide whether to

take item 4, 5 and 6 in private.
 
2. Decision on taking business in private: The Committee will decide whether

its consideration of a draft report on the Impact of Bank Closures, its approach
to the Publicly Owned Energy Company inquiry and its work programme should
be taken in private at future meetings.

 
3. Impact of Bank Closures: The Committee will take evidence from—
 

Carol Anderson, Scotland Branch & Business Banking Distribution
Director, TSB Bank;
 
Susan Allen, Head of Customer Interactions, Santander UK;
 
Robin Bulloch, Managing Director, Lloyds Bank and Bank of Scotland,
Retail, Lloyds Banking Group;
 
Gavin Opperman, Group Director Customer Banking, Clydesdale Bank;
 
Simon Watson, Managing Director - Personal Banking, Royal Bank of
Scotland & Ulster Bank NI.
 

4. Impact of Bank Closures: The Committee will consider evidence heard at
today's meeting and an issues paper. 

 
5. European Structural and Investment Funds Inquiry: 
The Committee will consider its response. 
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6. Work programme: The Committee will consider its work programme.
 
 

Alison Walker
Clerk to the Economy, Jobs and Fair Work Committee

Room T2.60
The Scottish Parliament

Edinburgh
Tel: 0131 348 5207

Email: Alison.Walker@parliament.scot
 



  Our ref 

 Your ref 

 Date 

JM/JM 
 
11 June 2018 
 
 
Gordon Lindhurst MSP 
Convenor, Economy Jobs and Fair Work Committee 
Scottish Parliament 
Edinburgh EH99 1SP 

Clydesdale Bank  
30 St Vincent Place 
Glasgow 
G1 2HL 
 
 
 
 
 
Jamie Maxton 
Government Relations Manager 

 
 
 

 
 
 
 
Dear Mr Lindhurst 
 
Thank you for your letter regarding how the Bank calculates ‘footfall’ in branches.  
Please find information regarding this below.  
 
Our 'branch on a page report' records details about branch footfall and usage. This covers the 
predefined metrics as part of the eBenchmarkers submission. The logic behind the metrics as 
used by Clydesdale Bank are outlined below.  
 

It should also be noted that as part of branch closure decisioning, Clydesdale Bank track all 
users of the branch in question. This includes all domiciled customers as well as those non 
domiciled customers (domiciled at another branch) but are a user of the branch. Customer 
usage is tracked using teller data to ID any customer making at least two counter transactions 
within the last 3 months. Going forward we now have data from the manual branch transactions 
conducted by the customer so any future closures we would look to include these transactions 
as well i.e. so where they have not used a counter service to pay in etc, but used the 
automated services.  
 

eBenchmarkers metric  eBenchmarkers definition  

Total active branch users, in 
the 3 MONTHS to ESD  

Number of customers who used the branch at least once in the 3 MONTHS 
to end of study date. Note that a customer who only holds a savings account 
and transacted in the branch would be included here.  

Total active branch users 
holding a current account, 
in the 3 MONTHS to ESD  

Number of customers who hold a current account who used the branch at 
least once in the 3 MONTHS to end of study date  

Total active branch users 
holding a basic current 
account, in the 3 MONTHS 
to ESD  

Number of customers who hold a BASIC current account who used the 
branch at least once in the 3 MONTHS to end of study date  

Total branch users in month 
to ESD  

Number of customers who used the branch at least once in the MONTH to 
end of study date. Note that a customer who only holds a savings account 
and transacted in the branch would be included here.  

Total branch users in month 
to ESD who hold a current 
account  

Number of customers who hold a current account who used the branch at 
least once in the MONTH to end of study date  

Total 'six month' branch 
users holding a current 
account   

Number of customers who hold a current account who used the branch at 
least once in the 6 MONTHS to end of study date 
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Analysis used for a closure decision is focused on activity undertaken at that specific branch 
and not customers transacting at other branches but domiciled at the branch in question.  
 

Customers contacted as part of closure activity include:  

 Customers who are domiciled at the impacted branch  
 Customers who have transacted at the impacted branch on at least 2 occasions over 

the last 3 months 

If you require any further information please don’t hesitate to let me know. 
 
Yours sincerely, 
 
 
 
 
Jamie Maxton. 
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Lloyds Banking Group plc is registered in Scotland no. 95000. Registered office: The Mound, Edinburgh, EH1 1YZ 

 

 

 

 

Gordon Lindhurst MSP 

Convener 

Economy, Jobs and Fair Work Committee 

The Scottish Parliament 

Edinburgh 

EH99 1SP 

 

 

 

Sent by email 

 

 

12 June 2018 

Dear Convener, 

 

Bank branch closure inquiry 
 
Thank you for your letter of 1 June, and for giving us an opportunity to respond to the questions that have 

arisen from your inquiry.    

 

In your letter you ask how we establish ‘footfall’ in our branches when considering their closure.   

 

We do not specifically measure ‘footfall’ as this does not accurately reflect usage.  We measure usage 

using the total financial transaction volumes arising in the branch and we also track the total number of our 

customers using the branch for any financial transaction.  This includes all customers and not just the 

customers whose accounts are held in the specific branch.  In addition, we draw on our local knowledge of 

branch usage and colleague resource requirements.  We also consider ATM usage at the branch.   

 

You ask how ‘regular usage’ is calculated and how it is measured. 

 

In line with the principles of the Access to Banking Standard we publish an impact assessment which 

includes the main reason for the closure and the assessment of the impact of the closure on customers. As 

part of this impact assessment we publish the number of regular monthly customers, defined as the number 

of customers transacting at the counter or IDM (Immediate Deposit Machine) in 11 out of 12 months.  

Regular weekly customers are defined as customers undertaking transactions in 48 out of 52 weeks.   

 

This measure is not, in itself, the basis upon which we undertake the closure but is an assessment of those 

customers who may be most affected by the closure of a branch. These measures are published as part of 

the overall context of branch usage including a comparison of the overall use of the branch by personal and 

business customers as compared to a typical Bank of Scotland branch, customer demographics and overall 

transaction trends. 

 

Lloyds Banking Group plc 
The Mound 

Edinburgh 

EH1 1YZ 

 

From  
Community Banking 

Robin Bulloch 

Managing Director Lloyds Bank 

and Bank of Scotland 
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Finally, you also ask how the Group measures the overall use of the branch including whether it considers 

customers’ use of other branches when making a closure decision. 

 

We use a wide range of measures and data to inform our decision of whether or not to close a branch and 

this decision is not taken based on any single variable, be that transaction levels or regular usage.  The 

measures we do consider include total financial transaction volumes, transaction trends over time, the total 

number of our customers transacting in the branch including frequency of use, and we also look at 

customer demographics including age and vulnerability.  We also consider the other banking and cash 

withdrawal facilities in the community as well as public transport links to other Bank of Scotland branches.  

As part of this consideration we review and publicly report on the number of customers who already use our 

other branches, and our other banking channels including online and telephone. We do this because it 

informs our assessment of the impact on customers of using alternative options. 

 

The analysis we undertake does not look at any branch closure in isolation.  We assess the local market 

and consider the shape of our wider branch network in the area.  This includes an analysis of competitor 

bank locations, our own locations and where we might invest in existing branches or introduce new formats, 

along with other banking options, including mobile branches.     

 

In doing this we visit every locality where we are considering a branch closure.  Our staff visit the branch 

proposed for closure, walk the streets around it, assess the public transport and look at the options for 

vulnerable customers, travel to the next nearest branch and visit the other banking options including local 

Post Offices.  We also gather insight from colleagues with knowledge of the local area. 

 

I would be happy to expand on the points raised above when I appear before the committee on 19 June. 

 

Yours sincerely, 

 

 
 

Robin Bulloch 
Managing Director, Lloyds Bank and Bank of Scotland 
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11 June 2018 

Gordon Lindhurst MSP 
Convener 
Economy, Jobs and Fair Work Committee 
The Scottish Parliament 
Edinburgh 
EH991SP 

Sent by email only 

Dear Convener 

Bank closures inquiry 

~~RBS 

36 SI Andrew Square 

Edinburgh EH2 2YB 

Telephone: 0131 523 0000 

www.rbs.com 

Thank you for the opportunity for The Royal Bank of Scotland to appear before your Committee in 
relation to your inquiry into the impact of bank closures on local businesses, consumers and the 
Scottish economy on 19 June. 

I want to say from the outset that closing a branch is not an easy decision; we know that it impacts 
our customers, our colleagues and our communities, many of who have grown up with the bank. 
We do not make any decisions lightly and think carefully about each branch; looking closely at 
customer behaviour and the alternative options that we can offer locally before coming to our 
decision. It is not true that we are selective in our figures - we count every customer who uses any 
branch. 

Our decisions are based on a wide range of information, over an extended period of time - no one 
measure is a deciding or determinate factor. Instead we consider a range of information about 
customer behaviour, the services we can offer locally and the wider provision of branches available 
to customers. 

When we look at our customer behaviour, the evidence is stark; branch usage has fallen 
dramatically and continues to do so. This is because the great majority of our customers want to 
bank when and where it suits them. They are not using the branch as their first point of call and 
today, only 1 % of our customers are using a branch on a regular, weekly basis. 

You asked how we establish customer usage of our branches when considering closures. To be 
clear: all customers who undertake a transaction or access a measurable service in a branch are 
captured and counted. This means that if a customer is domiciled in one branch (A) but chooses to 
use another branch (B), then they will also be counted in the customer data for branch B. If they ' 
visit branch C once, they wi ll also be captured there - as with branches D, E and F and so on. So 
all measurable customer activity, no matter how frequent or infrequent is captured and considered 
when we consider the closure of a branch. 

Our branch figures include both recorded customer transactions and services - and include both 
counter and automated machine transactions. Examples of a transaction include: cash withdrawals 

The Royal Bank of Scotland Group pic. Registered in Scotland No. 45551. Registered Office: 36 51 Andrew Square Edinburgh EH2 2YB. 
We are authorised by the Prudential Regulation Authority and regulated by the Financial Conduct Authority and the Prudential Regulation Authority. 
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and deposits; statement requests; funds transfers; paying a bill; mixed lodgement; and a change of 
address. We are however, unable to include a general enquiry or a customer picking up a product 
leaflet, where such interactions are not easily recorded. Customer visit numbers include both 
customers and non-customers. 

When we close a branch, one of the things we look at is the number of customers who use the 
branch on a regular weekly basis. This is calculated as those using the branch in 23 of 26 
consecutive weeks. The reason that we do this is to identify the high-use customers, who visit the 
branch regularly and 'will need prioritised, proactive support in considering alternative banking 
options. We believe a customer's use of other branches is also relevant as it further helps us to 
understand the frequency of their overall branch visits, as opposed to just those in one branch. It 
also indicates that a customer has access to other branches and is choosing to use these for 
convenience too. We will look closely at how customers are banking - for example, how many only 
use the branch to bank, how many are using digital banking services or telephony services, how 
many use the Post Office, for example. We consider each branch's customers by demographic and 
type of customer too - appreciating that the needs of a business customer may be different to a 
personal customer. 

As you would expect, much of the information we consider is commercially sensitive - especially 
when looked at in detail. Because of this, we do not publish the full range of customer data we take 
into consideration but instead provide regular customer information to show the number of 
customers who we believe will need prioritised, proactive support with alternative banking options. 
We do not however limit our support to these customers and will aim to support all customers who 
need assistance or advice about ways they can bank. 

We have ensured that each of the branches scheduled for closure is staying open for six months, 
rather than the 12 week industry standard, to help customers prepare for the changes. 

We have to respond to changing trends, and as a result we are investing in a full range of services 
to give our customers what they want and what they expect. Customers now have more ways to 
bank than ever before, We are investing in our branches, online services and our award-winning 
mobile app. In our mobile vans, telephony, Video Bankers, Community Bankers, Business Growth 
Enablers, ATMs, and our partnership with 1,400 Post Offices. We have more than 2,000 physical 
service pOints in communities across Scotland, in addition to our range of digital and telephone 
services. 

I hope in my answers to your questions, I have been able to demonstrate the range of information 
we consider when deciding to close a branch. It is not an easy decision to make but changes in 
customer behaviour and the way our customers are banking with us Illeans that we must respond. 

Best wishes 

Hollie Voyce 
Head of Public Affairs, Personal and Business Banking 
Royal Bank of Scotland 
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11 June 2018 

 

Gordon Lindhurst MSP 

Convenor, Economy, Jobs and Fair Work Committee 

The Scottish Parliament  

Edinburgh  

EH99 1SP 

 

 

 

 

Dear Mr Lindhurst, 

  

Thank you for your letter dated 1 June, ahead of TSB's appearance at the Economy, Jobs and Fair 

Work Committee, and regarding our calculation of footfall. 

  

The closest measure that TSB has to footfall is counter transactions. This is a measure of any activity 

where a transaction to or from a customer’s account is involved, for example a cash deposit or 

withdrawal, paying in a cheque, or a transfer to a payee. I can confirm that this measure includes all 

activity by all customers. We measure counter transactions on a rolling twelve-month basis and 

compare this to the previous twelve months to assess how popular a branch is. 

 

Counter transactions are just one of the factors we use when making a decision about any given 

branch. Among other measures, we also take into account how many customers exclusively use that 

branch to do their banking over a twelve-month period, and the proportion that completed 

transactions at another local branch that we would redirect them to in the event of a closure. This 

helps to inform our assessment of how many customers are likely to be most impacted by a closure.  

  

We also collect information on community factors to help inform our decision-making. Among 

others this includes the distances customers would need to travel to their nearest TSB branch or 

Post Office to carry out a transaction, and the availability of ATMs on the local high street. 

Consideration of whether a branch is the last in town, and the number of customers using the 

branch who are vulnerable in some way is an important part of our local decision making. 

  

I hope this information will be of some use to the Committee. If I can be of any further assistance 

ahead of the session next week please do not hesitate to get in touch. 

  

Kind regards, 

 

 

 

 

Carol Anderson 

Scotland Branch & Business Banking Distribution Director 

TSB Bank plc 
20 Gresham Street 
London  
EC2V 7JE 

Email: carol.anderson@tsb.co.uk   
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Santander UK 

2 Triton Square, Regent’s Place, London NW1 3AN 

 

Susan Allen 

Head of Customer Interactions 

Santander UK plc 

2 Triton Square 

Regent’s Place 

London, NW1 3AN 

Gordon Lindhurst MSP 

Convenor, Economy Jobs and Fair Work Committee 

The Scottish Parliament  

Edinburgh 

EH99 1SP 

 

11 June 2018  

 

 

 

Dear Mr Lindhurst,  

RE: Bank closures inquiry 

Thank you for your letter of 1 June, requesting further detail on Santander’s decision making process 

around bank branch closures. As Santander’s Head of Customer Interactions - and as I will be attending 

the session on 19 June - your letter has been passed to me for response.  

I should first say that in making the difficult decision to close a branch, we take a range of different 

factors into account throughout the decision making process. These criteria are comprised of both 

quantitative data and statistics, as-well-as qualitative information focusing on the local community. 

This includes for example the total number of customers transacting and overall transaction volumes 

at the branch under consideration, usage of other channels and the needs of vulnerable customers in 

the area. As such, rather than ‘footfall’, we would measure the above and in the case of Partick Cross, 

as stated in our impact assessment, fewer transactions were completed in the branch over the course 

of 2017 than at our branch at 271 Byers Rd. We feel this approach offers a robust assessment process 

and allows us to take a broader range of factors into account for the community.  

With regards to your question around ‘regular usage’ and the data collected about the overall use of 

a branch, I can confirm that Santander does not limit its analysis to looking solely at ‘regular usage’. In 

fact, we do not use this as a factor in our closure assessment process. This is because, as your letter 

notes, an assessment of ‘regular users’ may not offer the most illustrative and true demonstration of 

how our customers are using a branch. Instead, Santander considers all customers transacting in the 

branch and the volume of transactions undertaken by all customers in the branch, at the counter and 

via ATMs. Additionally, data is reviewed on customer usage of other channels, including other 

Santander branches, online, mobile and telephone banking, Post Office and card usage. Data is then 

published in our impact assessments showing the proportion of customers only using the closing 

branch, using other Santander branches and using our digital channels. This is based on transactions 

completed across a six month period preceding the decision to close the branch.  
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Santander UK 

2 Triton Square, Regent’s Place, London NW1 3AN 

 

 

We are however constantly reviewing our processes and learning from feedback to see how we can 

best serve our customers and support our colleagues through these changes.   

I do hope this information is of use and I look forward to seeing you on 19 June.  

Yours sincerely,  

 

 

Susan Allen, Head of Customer Interactions 
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