
Complaints publication report

Bank of Scotland PLC

Lloyds Banking Group

None

1st January to 30th June 2019

Product/Service Grouping

 P
ro

vi
si

o
n

 (
a

t 

re
p

o
rt

in
g 

p
e

ri
o

d
 

en
d

 d
at

e)
 

 In
te

rm
ed

ia
ti

o
n

 

(w
it

h
in

 t
h

e
 

re
p

o
rt

in
g 

p
e

ri
o

d
) 

 N
u

m
b

e
r 

o
f 

co
m

p
la

in
ts

 

o
p

en
e

d
 

 N
u

m
b

e
r 

o
f 

co
m

p
la

in
ts

 

cl
o

se
d

 

 P
er

ce
n

ta
ge

 

cl
o

se
d

 w
it

h
in

 3
 

d
a

ys
 

 P
er

ce
n

ta
ge

 

cl
o

se
d

 a
ft

er
 3

 

d
a

ys
 b

u
t 

w
it

h
in

 8
 

w
ee

ks
 

 P
er

ce
n

ta
ge

 

u
p

h
e

ld
 

 M
ai

n
 c

au
se

 o
f 

co
m

p
la

in
ts

 

o
p

en
e

d
 

Banking and Credit Cards 2.23 78,625 78,346 75% 23% 61%
General admin / 

customer service

Home Finance 8.71 20,490 20,076 73% 24% 51%
General admin / 

customer service

Insurance & pure protection 202.50 277,590 243,443 1% 97% 52%
Advising, selling and 

arranging

Decumulation & pensions 0.07 14 18 28% 56% 17%
Advising, selling and 

arranging

Investments 7.20 1,639 1,592 9% 78% 45%
Advising, selling and 

arranging

Credit Related 4.92 2,914 2,906 N/A N/A 54% N/A

 Complaints Publication Report 

 Number of complaints opened by 

volumes of business 

 Bank of Scotland; Halifax; Halifax Intermediaries; Intelligent Finance; St James’s Place Bank; Birmingham Midshires; 

BM Savings; BM Wolves Savings; Colleys 

Firm name:

Group (if applicable):

Other firms included in this report (if any):

Period covered in this report: 

Brands / trading names covered:


