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About LLoyds bAnking group

Lloyds banking group is a leading uk based financial 
services group providing a wide range of banking and 
financial services, primarily in the uk, to personal and 
corporate customers.

the group’s main business divisions relate to: retail 
banking; commercial and corporate banking; general 
insurance; and life, pensions and investment provision. 
the group operates the uk’s largest retail and 
commercial bank and has a large and diversified 
customer base.

services are offered to more than 30 million customers 
through a number of iconic brands including Lloyds tsb, 
Halifax, bank of scotland, and scottish Widows, through 
a range of distribution channels. this includes the largest 
branch network in the uk and a comprehensive digital, 
telephony and mobile proposition. 

At the end of 2012 we employed around 90,000 
colleagues (on a full-time equivalent basis) mostly in 
the uk, and recorded underlying profit of £2.6bn, 
with a statutory loss of £570m.

Lloyds banking group is quoted on both the London 
stock Exchange and the new york stock Exchange 
and is one of the largest companies within the FtsE 100. 
the group is headquartered in the uk.

this report is for the year ended 31 december 2012 
which is aligned to our financial year end. the report is 
prepared annually with the last report  having been 
prepared for the year end 31 december 2011. 

For more information on our business and financial 
performance, please take a look in our annual report:
http://2012.lloydsbankinggroup-annualreport.com/

We make a 
positive difference 
by assisting the 
UK’s households, 
businesses and 
communities – 
which in turn 
means we’re 
helping Britain 
prosper 
Sir Winfried Bischoff  
Chairman, Lloyds Banking Group

Sir winfried biSchoff

http://2012.lloydsbankinggroup-annualreport.com/
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A discussion WitH António HortA-osório, 
Chief Executive of Lloyds Banking Group

António horta-osório, our chief executive, gives 
his perspective on the last few months and what 
responsible business means to him.

can you tell us a bit more about the direction you’ve 
taken the bank in since 2011?
As a bank, and as a business, we rely on people and reputation. 
A reputation is something that takes years to build and can be 
lost overnight. our stakeholders want a bank that has better 
service, clearer products and responds to customer needs, but is 
also doing the right thing. We are trying to rebuild this reputation 
among our customers and other stakeholders – whether through 
Lloyds banking group or our customer-facing brands.

yet over the years, many banks in the uk have lost customer focus 
– you can see that in the service people receive, like unsuitable 
customer products and a lack of relationship managers. At Lloyds 
banking group we are taking a different approach. We designed 
a strategy in June 2011 to become the best bank for customers, 
with a focus on the uk and its communities. 

We’re concentrating on retail and commercial banking, including 
small and medium sized business (sME) banking. We’re creating 
a low-cost base, which means that we can offer better value for 
money for our customers by sharing those cost advantages with 
them. in addition, we will provide a better return for shareholders. 

We can also draw on a strong tradition of lending and taking 
deposits – looking after people’s financial health prudently, 
without the predominance of an investment banking culture. 
that’s what makes us different to other uk banks.

what changes have you seen in the bank since 
introducing your new strategy in 2011? 
our customer satisfaction scores for our retail brands are going 
up, while our complaints have nearly halved in two years – we 
have a third of the complaints of our major competitors for every 
1,000 customers. 

At the same time we are taking steps to improve our service 
offering to customers. For example, we have committed to not 
closing a single branch if it is the last in town, and we are the only 
bank in the uk with this commitment. this shows that our cost 
savings will not impact on our capacity or desire to serve 
customers in the way that they want to interact with us – in 
branches, online or with newer banking services, like mobile. 

We are the largest bank in the community and the largest 
contributor of community investment for the financial services 
sector in the uk. in 2012, we invested £85m to uk communities 
and are continuing with the same level of investment in 2013. 

However, we are still dealing with legacy issues of the past like 
payment protection insurance (ppi). We were the first bank to 
offer compensation to customers who were mis-sold ppi and we 
are working hard to resolve these issues for our customers. We 
are also careful about who we lend money to – ensuring that the 
money is used in the best possible way – and have clear policies 
on risk, with our risk framework reviewed regularly.

but a reputation is hard to rebuild and will take time. We also 
know that external recognition of these changes to the group 
will absolutely take time, but we’re heading in the right direction. 

A need for a change of culture within the banking 
sector has been much debated within the media. 
how has the Group changed its culture to be a more 
responsible bank? 
changing the culture of the bank inevitably follows from our 
strategy. We now have the right strategy which is customer 
focused. We’ve put in place the right leaders in the organisation 
who are leading by example and can communicate that strategy. 

We’re working on designing even better products and services 
for customers. products that are clear and transparent, and 
reviewed at the highest level of the organisation to ensure that 
they are right for customers. 

And we’re creating the right incentives for our customer-facing 
colleagues, so that they fully serve and fulfil our customers’ needs.

in 2013, our incentives will shift from the sales based model that 
has been common in the financial sector, to a mix of rewarding 
a low-risk culture and really meeting the needs of customers. 
it means that half of our service incentives will be based on our 
colleagues’ behaviours – this will be measured independently 
by what our customers tell us about our service. We also have 
our annual scorecard that will be evaluated on a broader basis. 

António hortA-oSório
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how does responsible business impact on the 
Group’s strategy?
We take responsible business very seriously because we know 
that the impact we can have on people’s lives is enormous. 
We want to be recognised as a responsible business, but it is 
a journey. While we are making great progress, we still have 
more to do. 

i’m pleased about our progress and focus on responsible 
business during the past year. We have a clear responsible 
business strategy and targets that align with the strategy of the 
bank. the responsible business steering group (rbsg) informs 
me of its progress and senior leaders from almost every division 
of the bank are represented on the steering group.

our commitment to responsible business in 2012 is evident 
by being the bank that donated the largest amount to uk 
communities. our colleagues are playing a key part. their 
behaviour is underpinned by our codes of responsibility and 
they are also supporting the uk’s communities. For example, 
we’ve committed to 60 business connectors, over three years, 
as part of business in the community’s programme. these are 
people who spend a year on secondment, bringing the best 
of the bank to help their communities. 

in essence, we are trying to do the right thing, based on the right 
judgements. being legal is not enough. there is the right way to 
do things and the wrong way to do things. For us, what is 
important is that our choices meet the test of morality. 

what is your outlook for the UK’s economic recovery?
i think that we have a long and difficult recovery ahead of us. 
the economy is beginning to grow but the uk needs to increase 
employment and exports. As a group, we are experiencing 
strong growth in our lending to sMEs, while lending to mid and 
large companies is also growing. 

the financial sector is important to the uk economy as it 
accounts for 10 per cent of the economy. so, the future of banks 
is tied to the future of the uk economy. As a group, we are 
focused on individuals and the growth of small to medium-sized 
businesses, which are so critical to the uk economy. our 
aspiration is to help britain prosper across the uk’s households, 
businesses and communities. this is a vision that we are starting 
to bring to life. 
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As Chair of the Responsible Business Steering Group (RBSG), 
I am delighted to introduce our Responsible Business Report for 
2012. This report is our year in review, documenting our journey 
to become a leader in responsible business by doing more for 
the UK’s households, businesses and communities. I’m very 
honoured to be leading the Steering Group that is setting the 
direction for responsible business at the bank. 

With a background in industry, I’ve seen the importance 
of well‑run banks to the manufacturing sector. Banks fund 
industry and growth, supporting businesses, consumers and 
communities alike. In short, healthy banks are essential to 
prosperous economies. As a bank with 30 million customers and 
around 90,000 colleagues, we’re a key part of the UK economy, 
and take this responsibility seriously. 

Responsibility inside the Group
During 2012, we did more to embed and monitor responsible 
business across the Group. The Steering Group is now comprised 
of representatives from all of our business units and functions, 
including board level involvement. These senior representatives 
are able to guide their individual business units to implement the 
responsible business approach among colleagues, supported 
by the Codes of Responsibility. In 2012, we also invested a lot 
of energy into reinforcing our governance structures – a vital 
building block to strengthen our reputation in this space. 

We’ve been working to make responsible business more 
connected with our strategy and day‑to‑day work, so that it 
resonates more clearly inside the business. We’ve successfully 
elevated the discussion around responsible business to link it 
to our business strategy and asked ourselves how responsibility 
can help us be the best bank for customers. 

Key discussions have included: how can we judge, both inside 
and outside of the business, that we are behaving responsibly? 
How can we improve as a business and measure that change? 
And how can we, as the Steering Group, direct and influence 
this change? 

Every two months, the RBSG meets to examine one of the 
five ‘pillars’ of responsible business, that address customers, 
colleagues, communities, the environment and stakeholders. 
We investigate how the responsible business pillar can further 
help to deliver the bank’s strategy to be the best bank for 
customers. Throughout this report, we explain our progress 
and measure against each of the five pillars. 

For the first time this year, an independent stakeholder panel 
has helped us to shape our responsible business approach and 
reporting, and has provided assurance on this document. 

Strengthening measurement 
In 2012, we challenged ourselves as Steering Group to look at 
our own business area, along with the Group’s ambitions, and 
set ourselves aspirational and relevant responsible business 
objectives. Our vision is to show how we are really making a 
difference, to be the best bank for customers.

As a result, we’ve been developing a ‘responsible business 
internal scorecard’ that will demonstrate our ambition. The 
responsible business scorecard is setting objectives and 
measures to show how well we are behaving responsibly as 
a business. 

We also want to show how we’re contributing to the broader 
economy of the UK. We’re, therefore, developing new metrics 
for 2013 to demonstrate how our responsible business work is 
helping Britain prosper. This will validate how we’re making 
a sustainable difference to the UK economy. These new 
measures will explicitly connect responsible business with 
our business strategy.

While we’re improving and refining our measures, throughout 
this report we show you metrics relating to our five pillars of 
responsible business. 

Helping Britain prosper
Over the coming year, we want our customers and other 
stakeholders to see the work we are doing. It’s my hope that 
when a customer walks into a branch, or an employee says 
that they work for Lloyds Banking Group, they feel pride and 
a connection with a bank that passionately believes in 
being responsible. 

We’ve a strong tradition that stems from the banking basics – of 
lending and taking deposits; of helping to fund industry and look 
after our customers’ financial health. It is this tradition that built 
our strong brand and it’s where we’re returning to, responsibly, 
to become the best bank for customers. 

AnitA FRew

InTRODUCTIOn FROm AnITA FREW
Non-Executive Director, Lloyds Banking Group and Chair, Responsible Business Steering Group
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Our ApprOAch

How we are Doing more to help Britain prosper
As the uK’s largest retail and commercial bank, we can do more 
than any of our peers to help Britain prosper. Our vision is to do 
more to add societal value in the areas most closely connected 
to our products and services, and to create a business our 
stakeholders are proud of long into the future.

We do this in line with the Group’s values – putting customers 
first, keeping it simple, and making a difference together – in 
order to be the best bank for customers. We know that proud 
colleagues will work harder for our customers, bringing greater 
returns for our shareholders.

In 2011, we created a responsible business strategy that supports 
these Group-level ambitions by focusing on doing more in the 
areas where we can make the biggest difference across uK 
households, businesses and communities. We do this under 
the banner of Doing More, which reflects our journey to be 
recognised as a leader in responsible business.

Our responsible business strategy
The strategy for responsible business was developed following 
internal and external consultation to ensure that it fits with wider 
business issues as well as those most material to the Group. It 
aims to meet the expectations of our key stakeholders including 
the uK Government, shareholders, investors, our customers, 
colleagues, suppliers and communities.

It is aligned to our core business strategy, ‘being the best bank 
for customers’, and aims to put Lloyds Banking Group in a 
leadership position in the uK. We also want to stand out as a 
bank that is trusted and recognised in the community as helping 
Britain prosper.

To meet this goal, our responsible business strategy sets and 
delivers Group-wide KpIs and targets – see page 58.

Supporting households, businesses and communities
In 2012, the uK’s households, businesses and communities 
continued to experience a difficult economic climate. For the 
Group, the economic uncertainty was also coupled with low trust 
among the uK public in the banking sector.

As a bank, we have to balance the needs of our customers with 
the needs of our other stakeholders. In 2012, we reviewed and 
re-defined our focus across households, businesses and 
communities as follows:

q  Households: helping generations of customers across the uK 
to feel secure about the future, by offering the right banking 
products at the right time, that look after their financial health. 
We also want to make banking accessible to uK households. 
In 2012, this included offering essential services to our 
customers, such as helping people to buy their first homes

q  Businesses: Ensuring businesses, small and large, have access 
to the advice or funding they need to grow and thrive. In 2012, 
we increased our support for start-ups, social enterprises and 
small to medium-sized businesses (SMEs)

q  Communities: Making a sustained and positive contribution 
to the communities in which we operate; supporting activities 
with outcomes that result in education, employability or 
enterprise. In 2012, we invested £85m in uK communities

Developments in 2012
2012 has been a year of further strengthening the responsible 
business foundations across the bank – to be both part of the 
bank’s business strategy and also part of our colleagues’ 
day-to-day activities. 

We now have senior level representation from key bank divisions 
on our responsible Business Steering Group (rBSG), which 
oversees the governance of the strategy and informs the Board 
of any relevant business issues. The rBSG members are tasked 
with driving change through their business areas, to help embed 
responsible business within the Group. Day-to-day delivery of the 
strategy lies with the Group’s community and Sustainable 
Business team. More information on the rBSG can be found in 
the Governance section of this report.

At the same time, we reviewed and re-launched two new codes 
of responsibility, called the code of Business responsibility and 
the code of personal responsibility. The codes set common 
foundations for responsible behaviour across the Group, among 
colleagues and suppliers. The codes of responsibility take 
account of the material issues facing our business and hold us to 
high standards concerning our engagement with society and the 
environment. Working to the standards set out in the codes 
means we can do more for households, businesses and 
communities, and help Britain prosper.

Our vision is to 
do more to add 
societal value in 
the areas most 
closely connected 
to our products 
& services and to 
create a business 
our stakeholders 
are proud of

“

 Independently assured key performance indicators
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rESpOnSIBLE BuSInESS STrATEGy

Further development of our responsible business targets
We currently monitor our responsible business progress and 
performance against these five pillars of responsible business:

q put customers at the heart of our business

q be a great company to work for 

q invest in communities to help them prosper and grow

q work to continually reduce our environmental impact

q work responsibly with our external stakeholders

The pillars underpin the codes of Business responsibility, which 
guide how we operate as a business and define ethical behaviour 
among colleagues and suppliers. 

however, we want to go further. During 2012, we have been 
working to create a ‘responsible business scorecard’ that will 
mark the bank against its responsible business targets. This ties in 
with the ‘helping Britain prosper’ metrics that we are developing 
which will assess how the bank is contributing to helping Britain 
prosper, across households, business and communities. Our 2013 
responsible Business report will include measures against these 
new metrics.

About this report 
The aim of this report is to reach out to wider stakeholder groups 
including Government, shareholders, investors, our customers, 
colleagues, suppliers and communities. Fully embedding our 
responsible business approach across the Group, and other 
stakeholders, is a journey for the bank. It has full commitment 
from the Board and our colleagues, and its success is dependent 
upon this commitment.

We will be reporting on our progress each year through this 
report, while updating our responsible business website with 
regular news and features on developments across the business. 

We welcome your feedback on this report at 
responsiblebusiness@lloydsbanking.com

Doing more to help Britain prosper
Working responsibly underpins our purpose as a business. Our vision is to do more to add societal value in 
the areas most closely connected to our products and services, and to create a business our stakeholders 
are proud of long into the future.

Vision

Putting customers first, keeping it simple, and making a difference together – to be the 
best bank for customers
Our values guide the way we behave, give us standards to measure ourselves by and define how we 
operate as an organisation. They are the foundations of what we aspire to demonstrate in everything we do.

Values

These are the areas where we make the biggest difference as a business

Households
helping generations of 
customers across the uK to feel 
secure about the future by 
offering the right financial 
products and services at the 
right time.

Businesses
Ensuring businesses, small and 
large, have access to the advice 
or funding they need to thrive.

Communities
Making a sustained and positive 
contribution to the communities 
in which we operate; supporting 
activities with outcomes that 
result in education, 
employability & enterprise.

Focus areas

Codes of Personal & Business Responsibility
We measure performance against the five pillars of responsible Business. The codes are built around our 
values and guide how we operate as a business and consider customers, colleagues, working with external 
stakeholders, communities and the environment. Working to the standards set out in the codes mean we 
can do more for households, businesses and communities, and help Britain prosper.

Customers Colleagues Stakeholders Communities Environment

Measures

mailto:responsiblebusiness@lloydsbanking.com
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Doing moRe foR oUR CUstomeRs

our vision as a business is to become the best bank for 
customers, which we believe will help Britain prosper and 
deliver strong, stable and sustainable returns for our 
shareholders. With over 30 million customers, we do 
more than many other banks to make a difference in the 
UK’s households, businesses and communities. in line 
with what our customers tell us, we believe offering great 
service and products are central to how we define a 
responsible bank.

How we are doing more for customers
in 2012, we worked hard to make banking more accessible. 
this resulted in new services like mobile banking; a commitment 
to longer branch opening hours, and providing better services 
for the financially excluded. We have also helped over 55,000 
customers get on the property ladder with first-time buyer 
mortgages.

We’ve invested heavily to improve our products and services, 
in line with our goals of creating a simpler and more agile 
organisation. We’re already seeing results and improvements in 
our customers’ experience: complaints have halved in the past 
two years (excluding PPi related complaints) while customer 
satisfaction has increased over the last five years.

supporting smes, social enterprises and larger businesses will 
also contribute to a prosperous UK economy. We helped 120,000 
new small and medium enterprises get up and running in 2012, 
and have created a new Charter for our mid-market customers.

Our current challenges
external research undertaken by ipsos moRi1 on behalf of the 
group showed that, through the eyes of our customers and 
potential customers, relationships and responsibility are 
inseparable. When it comes to responsible banking, our 
customers don’t just think of the areas covered by a traditional 
‘corporate responsibility’ programme. for them, taking 
responsibility more seriously means being a bank that offers 
better service, clear products and responds to customer needs 
(like longer opening hours) but also has policies in place on 
environmental protection, human rights and ethics.

our challenge is to communicate to customers about the 
positive changes taking place, in a way that is appropriate to 
them. We will also continue to simplify our products and services, 
and have created a new financial inclusion steering group to 
review future opportunities to make banking more accessible. 

ethically minded customers are also challenging us to be better 
stewards of the companies in which we invest. scottish Widows 
investment Partnership (sWiP) has a dedicated team which 
engages with companies on directors’ pay and environmental 
risks; and in 2012 became one of the first UK investors to bar 
cluster munitions companies from all portfolios.

2012 highlights 
our responsible business approach has led to us doing more for 
customers in 2012 by:

q  supporting 120,000 new small and medium enterprises 
to start in 2012, helping a total of 350,000 businesses in 
three years

q  adding mobile and voice recognition technologies to guide 
customer calls accurately and promptly to the right services

q  making significant headway among our high street brands to 
achieve their highest ever scores for customer satisfaction

q  interviewing 50,000 customers a month as part of our 
customer insights activity 

q  deploying a rapid response vehicle service during severe 
flooding incidents to better support our insurance customers

Doing more in 2013
our vision challenges us to be the best bank for customers. 
in 2013, we’ve publicly committed to the following to make 
this happen. We will:

q  make changes to ensure that all our reward structures 
adequately consider how well colleagues are serving our 
customers

q  lend £6.5bn in 2013 to 60,000 first-time buyers

q  reduce complaints to 1.0 complaint per 1,000 accounts 
(compared to 1.1 in the second half of 2012)

q  help a further 100,000 new businesses start-up in 2013

q  plan to launch an enhanced Annuity product which pays 
customers more income in retirement

  

 
H2
2010

2.1

1.5

1.1

H2
2011

H2
2012

Customer complaints (FSA1 
banking complaints per 1000 a/c2) 
not including PPI related 
complaints

With over 30 million 
customers, we do 
more than many 
other banks to make 
a difference in the 
UK’s households, 
businesses and 
communities

1  the full research findings for the ipsos moRi research are available at  
www.ipsos-mori.com

2  the fsA was disbanded in April 2013. since our engagements in 2012 were 
with the fsA, we use this terminology throughout this report.

3  Accounts.

through the group’s simplification strategy 
and continued focus on becoming the best 
bank for customers, our financial services 
Authority (fsA) reportable banking 
complaints continued to fall.
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HoW We sUPPoRt tHe UK’s eConomy

Biggest prOviDer 
Of Basic Bank 
accOunts – in 
2012 Over 100,000 
custOmers 
upgraDeD/OpeneD 
a mainstream Bank 
accOunt 

HigHligHt

introduction

the success of the group is inextricably linked to 
supporting the UK economy. our goal as a group is to 
help Britain prosper focusing on UK households, 
businesses and communities. in 2012, we confirmed our 
commitment to helping Britain prosper through a 
number of initiatives for personal and business customers.

We underlined our support to the UK housing market by 
continuing to be the UK’s largest mortgage provider to 
first-time buyers, helping over 55,000 customers take 
their first steps onto the property ladder. We support 
businesses of all sizes to help them grow, create jobs 
and, ultimately, help Britain prosper and currently serve 
over one million smes.

supporting households
Part of the group’s business strategy, that impacts upon 
households, is to make banking more simple and accessible. 
this means being financially inclusive as well as offering tailored 
saving and investment options to customers. We know that 
personal saving and investment is key to ensuring the stability 
of the UK economy.

We’re also supporting households by enabling first-time buyers 
to get on the property ladder. in 2012, we committed to lending 
£6.5bn to help 60,000 customers make their first property 
purchase in 2013.

Lloyds Banking Group 
number of First-Time Buyer 
loans completed per year 2012 2011 2010

First-Time Buyers 55,900 52,800 51,300

supporting small and medium sized businesses
in 2012, we made significant progress in simplifying the lending 
process and the time taken to complete lending transactions for 
smes. We worked closely with external stakeholders and the UK 
government to support growth in this sector:

q  we committed to sme and mid markets by issuing our full 
funding allocation of £1.4bn under the national Loans 
guarantee scheme (nLgs). the scheme was launched in 
march 2012. Within the scheme we offer discounts of 1 per 
cent per annum to all sme customers, on their interest rates 
for term loans and hire purchase lending across all sectors for 
the life of the loan

q  we were also the first bank to participate in the UK 
government and Bank of england’s funding for Lending 
scheme, which is designed to boost lending to the real 
economy 

encouraging savers 
supporting savers is crucial to stimulating the UK economy. 
the latest report by scottish Widows http://reference.
scottishwidows.co.uk/docs/2013_sandi_report.pdf  on people’s 
saving habits (based on 5,000 individuals), reflected steady 
progress. However, it indicates people are still taking a cautionary 
approach to which saving products they use.

We can do more to show customers the benefits of saving for the 
long-term, and to incentivise people to save. our retail brands 
are continuing to develop product offerings and incentives to 
encourage customers to save. the Halifax savers Prize Draw has 
been very popular, with over one million customers taking part. 

We have a market leading range of children’s accounts covering 
Junior isAs, regular savers, variable and fixed rates. these regularly 
feature in best buy tables and are popular with children and their 
parents, which are a great first way to develop the savings habit.

financial inclusion 
We have been working to combat the issues of financial exclusion 
as it is important to our goal to help Britain prosper. our money 
for Life programme link: www.moneyforlifeprogramme.org.uk 
focuses on financial education for people who may be 
disadvantaged and financially excluded. We have doubled our 
investment in money for Life to £8m. 

We are also the UK’s biggest provider of basic bank accounts 
which help to bring people into the banking system, people who 
have been in financial difficulty in the past or prisoners who have 
no access to a bank account once released (excluding those with 
a history of financial crime). these accounts permit transactions 
such as receiving income, paying bills and purchasing goods. 
Research shows that prisoners with a basic bank account are 
more likely to integrate into society and not reoffend. 

We currently provide over three million basic bank accounts. 
in 2012, we opened around 225,000 new accounts and over 
100,000 customers who previously had a basic bank account 
either upgraded to or opened a mainstream bank account.

http://reference.scottishwidows.co.uk/docs/2013_sandi_report.pdf
http://www.moneyforlifeprogramme.org.uk
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cOmmitment tO 
lenD an aDDitiOnal 
£1Bn tO tHe uk 
manufacturing 
sectOr

HigHligHt

However, we still need to do more to include wider groups who 
may be financially excluded especially in the current economic 
climate. We have a financial inclusion steering group that is 
chaired by sara Weller, a non-executive Director, with expertise 
from across the business. it will also join up various products, 
services and initiatives related to financial inclusion across the 
bank, and seek to make financial inclusion part of our wider 
customer diversity agenda. 

Breakdown of basic bank accounts for end of 2012

Open accounts as of 31 December 2012

total number of basic 
bank accounts

number living in 
deprived area

Lloyds TSB 674,914 51,033

Halifax 2,800,715 196,134

Bank of Scotland 446,667 9,907

total 3,922,296 257,074

making banking accessible is important to be the best bank 
for customers. Around 15 per cent of the UK population has 
a disability. We were the first bank to introduce a British sign 
Language (BsL) sign video service for customers with hearing 
impairments, allowing them to contact us via video link with the 
help of a sign language interpreter. We also have a Disability 
services support team that is available to provide help and 
support to front line colleagues with disability related queries.

We are currently leading the financial services industry in its 
response to the Prime minister’s challenge on dementia and the 
creation of dementia friendly communities. the aim is to create a 
‘Dementia friendly financial services Charter’ which will help all 
banks, building societies and insurance companies provide an 
improved and consistent service to people affected by dementia.

Banking in deprived areas 
financial exclusion is common to low income areas. We recognise 
the importance of making our services accessible to those in 
most need of them. We have also committed to not closing a 
branch if it is the last in town.

As of December 2012, the group had some 26,000 active small 
business customers in the most deprived areas of the UK. it is 
important that we do more in these areas to offer lending 
support and make banking more accessible. Lloyds tsB’s loan 
facilities for such businesses increased to £504m from £491m as 
of December 2011. 

Helping customers during difficult times
With many households affected by the recession, we have a 
responsibility to help our customers get their finances back on 
track. in 2012, we had 7.3 million interactions with customers 
focusing on their financial challenges. this was managed by our 
Credit operations Business Unit of around 2,500 colleagues. 

Within Credit operations we have a further specialist team of 
200 experts that works with customers just before they enter into 
the arrears process, helping them by tailoring solutions to their 
financial needs. in 2012, around 462,000 customers were offered 
support and advice by this team before their accounts fell into 
significant arrears.the results were consistent with that of the 
previous year with 87 per cent of interactions with customers 
resulting in a positive outcome.

A specialist team within our Business support Unit works with any 
business in financial difficulty to try and restore it to a financially 
viable position. this specialist support is part of our strategy to 
put customers at the centre of everything we do. A number of 
options can be employed, such as advice on how to develop and 
implement turnaround strategies, or restructuring debt and 
forbearance. We work closely with the institute of turnaround 
(ift) and external professionals from legal and accountancy firms, 
when needed. 

in 2012, the UK experienced the worst weather on record with 
many regions across the UK suffering from extensive flooding. 
Although flood claim volumes increased by 500 per cent we 
delivered our normal level of service. We also sent our Rapid 
Response vehicle to the more severe incidents so our advisors 
could see customers at their homes at a very stressful time for 
them. therefore not only was making a claim hassle free but we 
could help customers take practical action to deal with the 
aftermath of their home being flooded.
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We recognise 
the importance 
of making our 
services accessible 
to those most in 
need of them. We 
have committed to 
keeping a branch 
open if it is the last 
in town

“

encouraging enterprise and manufacturing
in 2012, we hosted the first Lloyds tsB enterprise Awards for 
businesses that are run by university students or by those who 
have graduated in the last five years. All businesses which had 
been trading continually for at least one year, and which were 
based in england, scotland or Wales were eligible to enter. 
the Awards, which offered funding and mentoring prizes, were 
a great success and took place across great Britain with regional 
heats and finals being run to allow as many participants as possible 
the opportunity to compete. We will host the Awards again in 2013.

in september 2012, we made a one-year commitment to pledge 
an additional £1bn of lending to the UK manufacturing sector. 
this commitment applies the Lloyds funding for Lending 
scheme offer of up to 1 per cent reduction in the interest rate 
for new business loans. this is for the full term of the loan to 
businesses of all sizes. in the six months since september 2012, 
we have given £700m of funding and are on target to reach our 
lending goal. 

We have worked in partnership with the University of Warwick, 
the engineering employers’ federation and the manufacturing 
technologies Association to provide accredited training for our 
dedicated manufacturing team. We have trained more than 
one hundred managers across the UK. these managers provide 
tailored financial support to manufacturing businesses.

Workplace pensions initiative – auto enrolment
the introduction of automatic enrolment means that for the 
first-time employers are required, by law, to enrol eligible workers 
into a workplace pension scheme. starting with the largest UK 
employers and rolling out to all businesses over the next four 
years, this represents a major change to workplace legislation. 

through our scottish Widows brand we are committed to 
supporting employers through automatic enrolment, giving 
them access to tools, guidance and communications support 
designed to help them meet their employer duties. for those 
wishing to use alternative providers we have developed an 
innovative framework with ‘the People’s Pension’ enabling 
employers to give workers access to the best solution for them, 
all managed through our Assistme platform.

scottish Widows investment partnership (sWip) 
bars investments in cluster munitions 
the oslo Convention on Cluster munitions came into force in 
2010 and is ratified by the UK government. As signatories to the 
Convention, the UK government will not use these munitions, 
and prohibits their manufacture within the UK. However, unlike 
some other governments in europe, the UK has not introduced 
legislation prohibiting investment in companies manufacturing 
these munitions overseas. this means that investment institutions 
with exposure to these companies must make their own 
voluntary decisions about how to respond to the Convention. 

in 2012 sWiP and the other investment businesses of Lloyds 
Banking group have worked to divest their portfolios of cluster 
munitions companies, in line with the Convention. We are one of 
the first major investment institutions to do so in the UK. We have 
a similar divestment policy in place for companies that are 
breaching the ottawa treaty on Anti-Personnel Landmines. 

london 2012 Olympic and paralympic games
As a proud partner of the London 2012 olympic and Paralympic 
games, during 2012, we helped our customers maximise the 
opportunities presented by the games. one in three contracts 
awarded for London 2012 were awarded to our business 
customers, and our report on the games’ economic impact 
shows that in the period up to 2017 there could be a £16.5bn 
contribution to UK gDP from the games, with smes generating 
more than half of this. And more than 1,500 of our personal 
banking customers won tickets to the games through in-branch 
and online promotions.
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HoW We ResPonD to CUstomeR neeDs

HigHest-ever 
custOmer 
satisfactiOn 
scOres During 2012

HigHligHt

introduction

Responding to our customers’ needs is central to our 
transformation of becoming the best bank for customers. 
in 2012, we made further progress to simplify our 
products and services for customers and we are 
changing our incentive model among customer-facing 
colleagues in our retail branches so that they are 
rewarded for exceptional customer service.

We carry out different kinds of research among our 
customers and colleagues to help us improve the 
customer experience. in 2012, we made changes at 
numerous different customer connections – from online 
and mobile services to better support for customers 
with disabilities. in 2013, we will be introducing more 
positive changes for customers such as longer branch 
opening hours.

listening to our customers
We work to constantly improve our services, responding to 
customer feedback ensuring we stay ahead of the competition. 

our product and channels teams (including branch, online and 
telephone) are best placed to understand what is important to 
our customers and which areas can be improved. We also 
conduct ongoing customer insight activity; this research indicates 
that there has been a significant improvement in channel service 
over the last few years. 

We measure each of our branches’ customer experience 
ratings to help our channel teams coach our colleagues who 
are customer facing and reward them for excellent service. 
António Horta-osório, our Chief executive, also visits a branch 
every six weeks to meet with colleagues and attend a business 
customer breakfast to gain a better understanding of their needs 
and concerns.

Ongoing improvement of the customer experience
We conduct regular insight into product and service level 
satisfaction, assessing experience at various points of contact 
with both new and existing customers. our research helps us 
to understand what is important to our customers; where 
the opportunities lie to improve, as well as competitor and 
industry comparison. We also measure our service levels in 
the following ways: 

q  with customer surveys, interviewing 50,000 customers 
a month

q  benchmarking our performance in the marketplace for both 
channel and products with an independent syndicated survey 
(gfK’s financial Research survey) 

q conducting focus groups

q in-depth interviews 

this insight gives us honest feedback from customers about 
whether the service in our channels has improved significantly 
over the last few years. 

A key way for us to track the reputation of our retail brands and 
overall customer satisfaction is with the ‘net Promoter score’ 
(nPs). this is a standard business metric that rates the likelihood 
of customers recommending us to others. the nPs asks 
customers how likely that they would be to recommend the bank 
(or a particular product or service) to a friend or colleague on a 
zero-to-10 scale.

50,000 custOmers 
intervieWeD a 
mOntH as part 
Of Our custOmer 
insigHts activity

HigHligHt
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new technologies that make our products and 
services simpler
We have worked hard to ensure that our products and services 
respond to the evolving needs of our customers. in 2012, we 
enhanced our internet banking so that customers can do more 
online – this increased the number of customers who use both 
online services and mobile banking. internet banking also 
gives us the opportunity to communicate directly with our 
customers and offer simple tools they can use to manage their 
money better.

for example, Lloyds tsB’s online money manager tool helps 
people to track, record and categorise their monthly transactions. 
the results are displayed in simple pie charts, divided into 
meaningful categories like entertainment, food and travel. this 
helps customers to identify spending and, at a glance, see where 
they could be saving.

We also made improvements to our mobile banking service in 
2012. not only can it be used to access internet banking, it can 
also be used to find the nearest cash machine or branch and to 
look up useful contacts, for example, the number to report a 
lost or stolen card. through our Halifax brand we launched a 
pioneering smartphone app that helps people with everything 
they need when moving home or taking their first steps into the 
property market. Packed full of features it enables searches for 
properties, shows properties for sale while out and about using 
the phone’s camera, helps users estimate how much they might 
be able to borrow and stores pictures, comments and ratings.

While developing our digital services is important to our 
customers, so is retaining a local branch presence. We have 
committed to keeping a branch open if it is the last branch 
in town.

Customer satisfaction 
(Net Promoter Score) %

2010

38
44

49

2011 2012

supporting customers with digital skills
We are also a founding partner of go on UK which has been 
set up to help the estimated 16 million adults in the UK who lack 
basic online skills to fully benefit from the internet. We want our 
30 million customers across our Lloyds tsB, Halifax and Bank of 
scotland brands to be able to benefit from the extra choice and 
control available from the internet. We’ll be encouraging our 
customers to go on line and continue to support them with 
new tools and guidance materials.

We will also make sure digital skills development is available for 
our entire workforce by the end of 2013. Digital skills learning will 
be extended to up to four of our colleagues’ friends and family, 
free of charge, with our internet based learning platform. 
our colleagues are also encouraged to volunteer to support 
and guide our customers and those in local communities to 
have basic online skills. 

We’re also a founding partner of go on gold, the sister project 
of go on UK. the project aims to address the fact that only 
43 per cent of disabled people in the UK are online.

in 2012, our high street brands achieved their 
highest-ever nPs scores, with the group-wide 
score rising from 38 in 2010, to 44 in 2011. in 2012, 
we achieved an increase in our nPs to 49. in 
2013, we will continue to invest in our customer 
insight activity using the same methods.
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ResPonDing to CUstomeR ComPLAints

fsa cOmplaints 
per 1,000 accOunts 
Have almOst 
HalveD in tHe last 
tWO years

HigHligHt

introduction

We are constantly looking at better ways to serve our 
customers and reduce the number of complaints. 
to date, we have successfully reduced complaints by 
50 per cent in two years which gives an indication of 
improvements made to simplify our processes – a clear 
strategy for the bank.

However, we are still affected by legacy issues, such as 
former PPi mis-selling. this continues to pose a challenge 
to our reputation and we are committed to resolving the 
issues in the fairest way for our customers. 

Handling complaints
our complaints have reduced by around a half in the past two 
years. Based on a unit of 1,000 accounts, we achieved a reduction 
from 1.5 complaints in 2011 compared to 1.1 in the second half of 
2012. We aim to reduce this further to 1.0 complaint per 1,000 
accounts in 2013. 

this progress has been achieved by simplification of our 
processes, which are now faster, more automated and less 
complex. for example, our Commercial Banking customers 
now receive loans in half the time; our retail banking has 
improved with mobile and voice recognition technologies and 
our insurance division have a quicker claims process.

We also have a dedicated specialist support team and the 
extensive training we provide to some 40,000 frontline 
colleagues. our high ‘net Promoter score’, which reflects 
our customer satisfaction levels, shows that our customers 
are advocates.

How we address legacy issues that impact on 
the bank
We refer to ‘legacy issues’ as actions taken prior to the group’s 
strategic Review in June 2011. 

our focus in 2012 continued to be on providing certainty for 
customers affected by PPi mis-selling. We were the first bank to 
offer compensation to customers who were mis-sold PPi and 
remain committed to resolving the issues and treating our 
customers fairly. 

to help us achieve our commitment to investigate and manage 
all customer queries to a fair outcome, and within fsA timescales, 
we increased our PPi operation and significantly improved the 
efficiency of the complaints review process. this occurred 
despite an upturn in PPi related complaints in the first half 
of the year.

in 2012 the group also began its Past Business Review, in which 
we are proactively contacting customers who we believe may 
have been mis-sold PPi.

We have continued to work closely with the fsA in 2012 to make 
further improvements to our PPi complaints process where 
needed and ensure we have set aside sufficient funds to 
compensate customers. As a consequence of high numbers 
of PPi payments, we have made a further provision of £1,500m 
in the fourth quarter, which brings the amount provided for PPi 
in 2012 to £3,575m, and the total amount provided to £6,775m. 
this was higher than we expected, as announced in our Annual 
Results in early 2013 and we continue to work to resolve these 
issues. the total costs incurred to the end of 2012 were £4,344m, 
which included approximately £700m of related administration 
costs and fees.

H2
2010

2.1

1.5

1.1

H2
2011

H2
2012

Customer complaints (FSA1 
banking complaints per 1000 a/c2) 
not including PPI related 
complaints

through the group’s simplification strategy and 
continued focus on becoming the best bank for 
customers, our fsA reportable banking complaints 
continued to fall.

1  the fsA was disbanded in April 2013. since our engagements in 2012 were  
with the fsA, we use this terminology throughout this report.

2  Accounts.
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CUstomeR LenDing

1 in 4 of the  
UK’s new residential 
mortgages to  
first-time buyers 
provided by Lloyds 
banking group

introduction

As the UK’s largest mortgage lender we are committed 
to lending responsibly and fairly to our customers. 
our mortgage lending is carried out within a robust risk 
framework of credit checks as well as fair customer 
treatment. 

to help Britain prosper, our lending is focused on 
supporting UK home owners. in 2012, we provided 
a total of £26.2bn of new mortgage lending to our 
customers, which included £10.3bn of new lending to 
home movers and more than £6.1bn of new lending to 
over 55,000 first-time buyers. We are the industry leader 
in our support for first-time buyers. 

Our commitment to lending
our customers’ homes are important to them, reflecting more 
than just an asset. We are committed to lending to first-time 
buyers to support the housing market – an important part of 
helping Britain prosper. our commitment is to lend £6.5bn in 
2013 to help 60,000 first-time buyers get on to the property 
ladder. As in 2012, we aim to provide 1 in 4 of all new mortgage 
loans advanced to first-time buyers in the UK. 

We were the first UK bank to participate in the funding for 
Lending scheme. since its launch in mid 2012, we have committed 
in excess of £11bn across all of our customer segments (including 
commercial) to help personal and business customers. 

mortgages 
We are an industry-leader in our support for shared-equity 
and shared-ownership schemes, and we support key 
government initiatives. 

through our Halifax brand, we provide 1 in 3 of all mortgages 
completed under the newBuy scheme, a government initiative 
launched in 2012 to help first-time buyers and home movers 
acquire a new-build home in england with a deposit as low as 
5 per cent. through our Halifax and Bank of scotland brands, 
we are participating in a similar scheme called mi new Homes, 
a scottish government initiative launched in 2013 to support the 
new-build market in scotland. 

We are also helping customers with smaller deposits to buy their 
homes through Lloyds tsB‘s innovative Lend a Hand and Local 
Lend a Hand mortgages. our Lend a Hand mortgage offers 
support to first-time buyers and home movers who find it hard to 
put together a deposit. Customers can secure a mortgage with a 
deposit as low as 5 per cent but can access rates usually available 
only to borrowers with larger down-payments. Under Lend a 
Hand, deposits are backed by the savings of a family member or 
friend, whilst under Local Lend a Hand additional security is 
provided by means of an indemnity from the Local Authority 
participating in the scheme. in this way, we are making 
mortgages more affordable for UK first-time buyers. 

We support the UK government’s new Help-to-Buy scheme, 
believing it will provide a much needed boost to the UK housing 
market and, most importantly, help to address the issue of 
accessibility.

Mortgages to first-time buyers

2010

51,300 52,800 55,900

2011 2012

cOmmitment tO 
lenD £6.5Bn tO Help 
60,000 first-time 
Buyers During 2013

HigHligHt

We advanced more than £6bn of new lending 
to first-time buyers in 2012, helping over 55,000 
customers own their own homes.
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improving our mortgage application processes
in 2012, we completed the roll-out of our mortgage technology 
platform, which helps to speed up mortgage applications, to our 
800 Lloyds tsB mortgage advisers across england & Wales. the 
system was already in use in our Halifax and Bank of scotland 
branches. this investment has improved our mortgage customer 
service and an initial mortgage promise can now be given in 
approximately 15 minutes. this roll-out happened to ensure 
consistency across our brands and to support our drive to 
simplify our processes and service to customers.

exceeding our commitments: sme charter and 
mentoring for business
our sme Charter has been key in helping small and medium-
sized businesses as it sets targets for the business. We launched 
the Charter in 2010 (it was updated in 2012) and pledged to 
support 300,000 new businesses to set up by the end of 2012. 
We exceeded the target; in 2012 we supported 120,000 new 
enterprises helping a total of 350,000 businesses in three years. 
our 2013 Charter renews our pledge to help 100,000 new 
businesses to start up over the year. 

the sme Charter also committed the group to increasing 
our lending to £13bn of new gross lending to smes in 2012. 
in addition, our year-on-year net growth in advances to smes 
was 4 per cent as at the end of December 2012. this contrasted 
to a decline in net lending growth of 4 per cent across the 
industry as shown in Department of Business, innovation and 
skills figures. We have pledged to, again, deliver positive net 
lending in 2013.

mentoring is also a key focus for sme support. in 2012, we 
exceeded our target to host at least 200 business seminars on 
issues that help to grow and develop smes, including exports, 
sustainability and the London 2012 legacy. We have pledged to 
do this again in 2013. We have also been leading the Business 
finance taskforce mentoring initiative, and developed a website 
that connects smes with mentoring organisations and networks 
across the UK. At the end of 2012, Lloyds Banking group had 410 
mentors for sme businesses. We will expand this network in 2013 
by recruiting and training more of our colleagues.

Number of SME start ups

2010

106,000

124,000 120,000

2011 2012

 

At the start of 2010 we launched our sme Charter 
in which we pledged to support 300,000 new 
businesses set up by the end of 2012. As the 
graph shows we exceeded this target helping 
350,000 over the three-year period.



Lloyds Banking Group 
Responsible Business Report 201218

Our approach        Customers        Colleagues        Communities        Environment        Stakeholders        Governance        Assurance

PRoteCting CUstomeRs’ finAnCes

cOntinueD 
investment tO 
Help prOtect 
Our custOmers, 
cOlleagues anD 
assets frOm current 
anD emerging 
cyBer risks

HigHligHt

introduction

As one of the UK’s largest financial organisations we are 
exposed to multiple cyber threats on a daily basis. these 
include: our customers being subject to phishing attacks 
in attempts to gain their account credentials; their PCs 
being targeted with malware designed to circumvent our 
security controls; criminals probing our infrastructure for 
vulnerabilities to gain access to our systems and 
information; and attempts to disrupt access to our 
online services.

How we protect customers from cyber threats
Lloyds Banking group has always protected and secured its 
it infrastructure. since 2011, when the risk of cyber attack 
substantially increased, the group has invested over £110m 
in increasing the security of our it infrastructure. this level of 
investment continues to ensure that our customers, colleagues 
and assets remain protected against the latest and evolving 
cyber threats.

the group’s vision is to be the Best Bank for Customers. 
Protecting customers’ information and finances whilst providing 
easy to use 24/7 services is a key part of that vision. We have over 
10 million customers who bank with us online and our internet 
and mobile banking services use the latest technology to deliver 
both overt and covert layered controls. the majority of these 
controls do not detract from the customer experience as they 
are invisible. We have seen a significant year-on-year reduction 
in online fraud in our online retail channels last year as a direct 
result of investment in fraud controls. 

We continue to help customers protect themselves online by 
providing advice and guidance on the steps they can take to 
make their online experience as safe as possible.

training our colleagues
our colleagues play a key role in keeping the group secure; we 
equip our colleagues with the skills and knowledge they need 
to work professionally and securely in the online environment. 

We do this through a combination of policy requirements, 
mandatory and on-demand learning/training. in 2012 we ran 
an innovative month-long Cyber threat education & awareness 
campaign through the group intranet around issues such as, not 
opening suspicious emails, care with downloading malware and 
leaving PCs unlocked when colleagues walk away from them. 
this was supported by face to face communication as well as 
extensive promotional material. the intranet campaign alone 
received over 165,000 views on its first day of launch with over 
a quarter of a million views throughout its month-long duration.

Year-on-year % 
Reduction in Fraud Loss

2010

33

20

12

2011 2012

financial crime and anti-money laundering
it is hugely important for our customers to have confidence in 
the financial system and, in particular, Lloyds Banking group. 
this is why we have measures in place to prevent us from doing 
business with anyone with a history or association with fraud and 
financial crime.

We understand our customers so we can spot when there is 
unusual activity on their account. We have processes to check the 
identity of customers and use various tools to monitor the validity 
of transactions. investment in the latest transaction monitoring 
technologies helps us to identify potential money laundering 
activity. in 2012, colleagues completed training aligned to the 
group’s Anti-money laundering policy. the nature and frequency 
of training undertaken is appropriate to the colleague’s role.

in 2012, 539 contacts were recorded by the whistle blowing 
helpline. every incident was reviewed, investigated and resolved 
with appropriate action. We also work proactively with legislators 
and regulators to ensure that we meet financial crime 
requirements and achieve compliance. We work closely with an 
independent charity, Public Concern at Work, to ensure that our 
approach and systems continue to work effectively. 

2012 campaign tO  
raise aWareness Of  
cyBer tHreats amOngst  
Our cOlleagues

HigHligHt

in 2012, we reduced total fraud losses by  
12 per cent compared with 2011. this was 
a further improvement on the 20 per cent 
reduction from 2010 to 2011.
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DoiNg moRe foR Colleagues

With colleagues who do more to put customers first, 
by keeping it simple and making a difference together, 
we’ll deliver a service that will make us the best bank 
for customers.

How we are doing more for colleagues
We have around 90,000 colleagues (on a full time equivalent 
basis) across the bank and each of them plays an important role 
in building trust among our customers and the uK’s communities. 
it’s vital that we recognise and celebrate the contribution each 
can make to improve our business, and offer them the 
opportunity to grow and learn throughout their career.

in return, we need colleagues to help us uphold the highest 
standards, as set out in our Codes of Responsibility. Colleagues 
are also the impetus of our sustainability Network, focused on 
reducing our environmental footprint. They are fundamental to 
our employee volunteering programme, which attracted around 
one in three of our people in 2012. 

all of this helps colleagues to feel valued, recognise our purpose, 
and build pride in the bank.

Our current challenges
Colleagues are key to creating a bank that is customer centric – 
a bank better placed to help Britain prosper. This culture 
change will take time, but will be an essential component of 
our future success.

To do this, we need engaged colleagues – which is a challenge. 
Pride in the banking sector is low and changes in the bank to 
implement our business strategy can be unsettling for 
colleagues. improving the culture of the bank and colleague 
engagement are now priorities for the group executive 
Committee (geC).

in response to this challenge, we’ll keep listening to colleagues’ 
views on how to improve our service, and to help them to learn 
and grow. our Doing more approach to colleague engagement 
will also help generate greater pride among colleagues by 
involving and informing them about our responsible 
business work.

2012 highlights
in 2012, we helped colleagues to do more by: 

q  increasing participation of volunteering to one in three 
colleagues, encouraged by our partnership with the 
london 2012 olympic and Paralympic games

q  giving over 200 colleagues the opportunity to be an 
olympic or Paralympic Torchbearer for london 2012

q  establishing a taskforce on agile working, linked to a 
national initiative, headed by the group’s Chairman, 
sir Winfried Bischoff

q  improving our e-learning services, which enables colleagues 
to learn new skills

q  increased our female representation on the Board to 
27 per cent (Dec 2012) 

Doing more in 2013 
We want to be the best bank for colleagues. We aim to do more 
in 2013 by: 

q  involving colleagues in our responsible business work to build 
colleague pride and trust in the group and our future

q building a diverse and inclusive workforce

q  remaining on target to achieve one million colleague volunteer 
hours by the end of 2015 (since 2011)

q  extending our 360-degree feedback from the top 200 leaders 
to the top 2,000 leaders

q  expanding our National apprenticeship Programme to 
1,000 apprentices in 2013

q  assessing 55,000 colleagues against the Chartered Banker 
Professional standard for Bankers (CB:PsB)

q  driving action plans across the business which actively address 
the issues raised in previous colleague surveys, and striving to 
become an increasingly high performing organisation

Our colleagues 
play an important 
role in building 
trust among our 
customers and the 
UK’s communities

27% female 
representation 
on the Board
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Colleague eNgagemeNT

IntrODuctIOn Of 
a new cOlleague 
engagement 
measure, tHe lIne 
manager InDex

HIgHlIgHt

Introduction

Being the best bank for our colleagues means that we 
must continue to listen and act upon their feedback to 
create a positive and high performance culture. We are 
working to build trust among colleagues by creating an 
open working environment that encourages an honest 
exchange of views. We know that a business with 
inspired and satisfied colleagues will positively impact on 
our customers’ experience. 

our responsible business approach supports our 
colleague engagement. each colleague receives training 
on the Codes of Responsibility and our colleagues are 
also encouraged to use their skills to volunteer in the 
community. 

listening to colleagues
We use a number of methods to gather and act on feedback 
from colleagues. These include: 

q  forums for leaders, line managers and colleagues to share 
updates and issues

q regular colleague focus groups on popular topics

q  blogs on our internal online forums to encourage two-way 
communications

q  ‘Back to the floor’ activities where senior leaders return to the 
branches to find out the challenges faced by customer service 
teams. 600 executives took part in 2012

q  antónio Horta-osório, our Chief executive, visits a branch 
every six weeks to meet with colleagues 

each year we conduct our annual Colleague engagement 
survey that is completed confidentially and anonymously by 
colleagues. over 74 per cent of colleagues took part in the survey 
in 2012. The survey uses three main indices to measure 
engagement and performance in our workplace: 

q  Performance excellence Index – shows how strongly 
colleagues believe the group is delivering high quality 
products and services to customers 

q  employee engagement Index – shows the extent to which 
colleagues are motivated to contribute to the success of 
the group 

q  line management Index – a key measure that shows how 
colleagues feel about their individual line manager and the 
level of support received to personally develop

We set key priorities to improve colleague engagement and to 
implement changes across the organisation based on the survey 
data. Top line results are presented to the group executive 
Committee while detailed results are shared with team leaders 
so they can build action plans specific to their team’s needs.

Our 2012 survey results
over 74 per cent of colleagues took part in the survey in 2012 
and the results show a strong Performance excellence index 
score (68 per cent), which is above the uK norm. However, the 
employee engagement index has fallen to 48 per cent, reflecting 
a drop of 4 percentage points from the 2011 survey scores, 
and 12 percentage points behind the uK norm. The line 
management index score for 2012 was 77 per cent.

The employee engagement index is influenced by both internal 
and external factors. The lack of confidence and trust in the 
organisation felt by colleagues is affected by the current 
economic climate and the current scrutiny on our sector by key 
stakeholders. However, the score shows that we must do more to 
address the issues within our own business. engaging colleagues’ 
in our responsible business approach is one way to generate 
pride and trust in the group and therefore a core focus for 2013. 

our high line manager score shows that the majority of 
colleagues feel that their line manager is effective and 
supportive. However we must continue to encourage a 
culture and workplace environment that gives colleagues the 
opportunity to learn new skills and also take responsibility 
for their own development. 

Employee Engagement Index % 

2011

52
48

2012

61 60

UK industry average

 

Performance Excellence Index % 

2011

69 68

2012

63

UK industry averageUK industry average

63

The employee engagement index (eei) measures the individual motivation of colleagues whilst 
the Performance excellence index (Pei) measures how strongly colleagues believe the group is 
committed to improving customer service.
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DiveRsiTy & iNClusioN

nameD ‘Best PrIvate 
sectOr emPlOyer’ 
By tHe BusIness 
DIsaBIlIty fOrum

HIgHlIgHt

Introduction

Being the best bank for customers involves 
understanding their diverse needs in the communities 
we serve across the uK. We also want to be the best 
bank for our colleagues in order to build a diverse 
workforce which treats everyone fairly, and with dignity 
and respect.

We have won awards for our sexual orientation 
programmes and are ahead of the uK target for female 
representation on the Board. We have also been working 
on services to help our colleagues and customers with 
disabilities. We recognise that there’s more to do to 
improve our ethnic minority representation to reflect our 
diverse communities.

Diversity monitoring
our diversity and inclusion activities are making a real difference. 
This is particularly reflected in higher engagement scores for 
female and ethnic minority colleagues. We are committed to 
continuing these activities, during 2013, to ensure we reflect the 
diverse needs of our customers, colleagues and communities. 
Role model programmes for ethnic minority, disabled, lesbian, 
gay, and bisexual colleagues are being developed to launch 
during 2013.

The group has four diversity networks which were formed by 
colleagues to address the specific challenges they face at work. 
The members meet regularly to support and develop the 
diversity strategy. our colleague diversity networks are: 

q Breakthrough – Network for Women

q access – Disability Network

q gem – group ethnic minority Network

q  RaiNBoW – lesbian, gay, Bisexual and Transgender Network 

in 2012, we made good progress on our programmes, including: 

q  gender equality in 2011, the group committed to meet the 
lord Davies Review recommendation that organisations have 
a target of 25 per cent female representation on the Board by 
2015. We exceeded this goal during 2012 by achieving 27 per 
cent female Board representation – over two years ahead of 
schedule. one of our most successful programmes in 2012 
was ‘footprints in the snow’ – a programme that showcases 
the career paths, or ‘footprints’, of the group’s most senior 
women, from which other women can find inspiration

q  Disability a large part of our commitment to make banking 
more accessible has been to improve our approach to 
recruiting and developing people with a disability. in 2012, our 
disability programme was ranked joint second for achieving 
‘gold standard’ and named ‘Best Private sector employer’ 
by the Business Disability forum – a global leading employers’ 
organisation on disability and business 

q  ethnic diversity in 2012, we delivered ten career 
development programmes to over 120 colleagues who 
wanted to achieve their first management or senior 
management position. The courses have led to promotions 
and improved performance ratings

q  sexual orientation our sexual orientation programme 
continues to be ranked among the best. in the stonewall 2012 
Top 100 employers index, the group was named top Welsh 
Private sector employer, second-best scottish employer and 
our Rainbow Network was given ‘star performer’ status. our 
lloyds TsB and Halifax businesses are featuring gay couples 
in product advertising and we have run a series of anti-
homophobia campaigns in local communities in partnership 
with the stonewall youth volunteering Programme 

star PerfOrmer 
status fOr Our 
raInBOw netwOrk 
In tHe stOnewall 
tOP 100 emPlOyer 
InDex

HIgHlIgHt
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flexible working
our approach to flexible working, particularly for working 
parents, is fundamental to the health and wellbeing of our 
colleagues. We provide a good package for working parents 
in the uK and introduced a number of improvements in 2012. 

This has included better guidance for colleagues and line 
managers; e-learning modules to support new parents, and 
a parents’ forum where colleagues can meet and share 
experiences and issues.

Diversity Data1 

2012 2011

gender

% of total colleagues that are 
female 60.1% 59.5%

Female managers 44.6% 42.9%

Female senior managers 27.8% 26.2%

Disability

% of colleagues who say they have 
a disability 1.5% 1.7%

Ethnic background

% of colleagues from an ethnic 
minority 6.6% 6.6%

Ethnic minority managers 5.8% 5.7%

Ethnic minority senior managers 2.9% 2.7%

sexual Orientation

% of colleagues who say they are 
lesbian, gay or bisexual 0.7% 0.7%

1  Data source HRis: apart from gender, the diversity data is self-declared and not 
100 per cent complete. our Colleague engagement survey suggests that some 
numbers may be higher.



Lloyds Banking Group 
Responsible Business Report 201224

Our approach        Customers        Colleagues        Communities        Environment        Stakeholders        Governance        Assurance

NuRTuRiNg iNDiviDuals’ TaleNTs 

1,000 aPPrentIces  
In 2013 fOllOwIng 
a 2012 PIlOt

HIgHlIgHt

Introduction

We promote a culture of learning across the group to 
inspire and motivate colleagues. our programmes help 
people extend their skills and capabilities, to provide the 
excellent service our customers expect. We also have 
training and development programmes to nurture talent 
and skills at all levels. 

our colleagues are also encouraged to undertake 
development opportunities in their local community or 
with our community partners, such as Business in the 
Community and its Business Connectors programme. 
We encourage our colleagues to share their skills and 
knowledge with the community by using their Day to 
make a Difference.

Developing leaders: executive leadership and our 
executive Development Programme
We have talent programmes for senior managers, heads of 
function and executives to develop our current leaders and 
create the future leaders for the bank. 

During 2012, we continued to deliver the following programmes:

q  our executive leadership Programme which focuses on 
strategic thinking and personal leadership with teachers who 
include world-class experts and members of lloyds Banking 
group’s executive Board. We now have more than 100 alumni

q  the executive Development Programme is designed for those 
individuals that show potential to be future executives of the 
group. Nearly 300 leaders have attended this programme

q  over 3,000 managers attended internal leadership 
development programmes in 2012. These included newly 
launched programmes for senior and middle managers, 
and our management licences – a training programme for 
existing and aspiring managers – which are now accredited 
by the open university 

insight and feedback for senior leaders is important for their 
development. The most senior 200 leaders in the business 
received assessments including interviews, 360-degree 
feedback, learning agility assessments and individual debrief 
sessions. During 2013, our 360-degree feedback will be 
extended to the top 2,000 leaders. This provides every leader in 
the group with clear priorities for their development and 
encourages development discussions among the leaders.

apprenticeships
Building on the early success of the 2012 National apprenticeship 
pilot we are expanding our programme to 1,000 apprentices for 
2013, primarily aimed at 16–24 year olds. since october 2012 we 
have already seen over 400 apprenticeships undertaken.

The nationwide apprenticeship Programme helps the group 
further deliver a skilled and motivated workforce by providing 
nationally recognised qualifications for both existing and new 
joiners. The programme is key to our commitment to help Britain 
prosper. indeed, the uK’s National audit office reports that 
every £1 of public investment in apprenticeships delivers a return 
of £18 to the wider economy.

learning academies 
our award-winning learning academies are a hub for all 
learning and Development in which colleagues can participate. 
some are also open to friends and family. our academies give 
every colleague the opportunity to take ownership of their 
careers, by developing new skills.

The academies enable colleagues to: 

q  self-assess their capabilities through the ‘Plan your 
Development’ tool

q  diagnose development needs and choose flexible ways 
to learn

q receive a clear, simple access route for learning

q gain access to professional qualifications 

our academies are updated to reflect changes in the business 
structure so that the learning on offer is appropriate for the roles 
in the Bank. The content of the training is tailored to the needs 
of the colleagues within a division or function and is customised 
to particular roles. This means that colleagues can focus their 
development to enable career progression and accelerate 
their promotion.

selecteD traInIng 
materIals are 
maDe avaIlaBle tO 
frIenDs anD famIly 
Of cOlleagues, tO 
encOurage a culture 
Of learnIng

HIgHlIgHt
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flexible learning
We have different ways in which we provide learning. There 
is both face-to-face and virtual e-learning, so that colleagues 
can access learning at a time and place that works for them. 
Colleague development is available both inside and outside 
of work. 

During 2012, we invested in new technology for virtual learning 
and made changes to the way we develop and deliver learning. 
This has altered the balance between e-learning and face-to-face 
programmes, with an uptake in e-learning in the past year – it 
now accounts for 50 per cent of the learning undertaken. in 2012, 
colleagues undertook an average of 6.9 learning days each, 
maintaining the 2011 level, and increased from 5.3 days in 2010. 

in 2013, our learning Technology Platform will be improved, 
reducing the time it takes colleagues to find the right course and 
increasing the time they can spend learning. We are also 
exploring the use of video and learning technologies to reach 
more colleagues and significantly increase the opportunities for 
people to learn, both formally and informally.

Professional standards for bankers 
The Chartered Banker Professional standards Board (CB:PsB) 
has launched an industry-led initiative to establish professional 
standards for bankers for the first time. We are one of nine banks 
supporting the CB:PsB. 

our objective in 2013 is to assess more than 50,000 colleagues 
between July and December. This means that over half of our 
colleagues will be assessed for the qualification, with a focus 
on those that work in customer facing roles, such as branch 
managers. achieving recognised professional standards is 
important to the group as this will help build greater public 
confidence and trust in the banking profession in the long-term.

Average formal learning 
days per FTE 

2010

5.4

6.9 6.9

2011 2012

Colleagues received an average of 6.9 days 
formal learning in 2012 reflecting our ongoing 
commitment to learning and development.

 independently assured key performance indicators
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ReWaRDiNg aND iNCeNTivisiNg Colleagues

Over 200 
cOlleagues gIven 
tHe OPPOrtunIty 
tO Be an OlymPIc 
Or ParalymPIc 
tOrcHBearer fOr 
lOnDOn 2012

HIgHlIgHt

Introduction

Remuneration within the financial sector continues to be 
an important and topical issue for our stakeholders. 
The group takes into account the economic outlook and 
the views of our stakeholders when making decisions on 
remuneration and variable pay. 

We continue to seek a balance that incentivises our 
colleagues to deliver strong, sustainable growth, while 
reflecting the work that is needed to reshape the group. 
Consequently, during 2013, we will make changes to 
ensure that all our reward structures adequately consider 
how well colleagues are serving our customers. This is in 
line with our business strategy and the change of culture 
that we want to achieve to be the best bank for customers.

remuneration governance
We have a Remuneration Committee, chaired by anthony 
Watson, Non-executive Board member, which is responsible for 
overseeing the group’s reward arrangements, including 
compliance with the fsa’s2 Remuneration Code. at least six 
Board members including the chairman are on the Committee. 

Pay, bonuses and pensions
our salaries are positioned competitively but conservatively 
against the market. across the business as a whole, the 
Remuneration Committee feels it is important to recognise the 
contribution of our colleagues in achieving success against our 
strategic goals. any variable pay offered to our executives is 
directly aligned to the delivery of value to our shareholders. 
We generally pay smaller bonuses, compared to other uK banks, 
as a result of not having a large investment banking division. Cash 
bonuses are capped at £2,000 with additional amounts paid in 
shares and subject to deferral and performance adjustment.

The group announced that its Directors’ fixed pay would remain 
unchanged from the end of 2012 for a further 12 months. This 
takes into account the continuing economic climate and the 
need to deliver further, sustained economic growth to our 
shareholders. in 2012, we assessed the bonus pool in 
consideration of our relative, risk-adjusted performance for the 
year and ensured that reward was weighted towards our more 
junior colleagues. in 2012, the total bonus pool was £365m – 
down 3 per cent on 2011. The average value of bonus per 
colleague is similar to the prior year at £3,900.

every colleague, including executive Directors, has a balance 
scorecard which measures performance across five areas 
(customer, building the business, risk, people and finance). 
The scorecard is aligned to the group’s strategic priorities 
and reviewed on a regular basis.

sharesave
sharesave gives colleagues the opportunity to invest in 
lloyds Banking group and share in its collective success.

eligible colleagues can save between £5 and £250 per month 
and at the end of the three years saving period colleagues have 
the opportunity to buy shares at the fixed option price, or take 
their savings as cash. The option price is set at a pre-determined 
date and a discount is applied for the purposes of the scheme.

Total employee bonuses £m 

2010

533

375 365

2011 2012

in 2012, the total bonus pool reduced by 
3 per cent on 2011. The average value of bonus 
per colleague is similar to the prior year.

we wIll make 
cHanges tO ensure 
tHat all Our 
rewarD structures 
cOnsIDer HOw 
well cOlleagues 
are servIng Our 
custOmers

HIgHlIgHt

2  The fsa was disbanded in april 2013. since our engagements in 2012 were 
with the fsa, we use this terminology throughout this report.
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HealTH aND WellBeiNg

numBer Of 
accIDents tO 
cOlleagues 
DecreaseD In 2012 
tO 2,646 frOm 3,391 
In 2011

HIgHlIgHt

Introduction

The group realises the importance of our colleagues’ 
wellbeing. We provide support for colleagues across a 
wide range of areas such as finance, health and work. 
We also help our colleagues during difficult times, 
often working with partners to provide the expertise. 

Colleagues undertake mandatory training to make 
people aware of their personal role in ensuring the 
health and safety of the workplace. 

wellbeing benefits
We have a number of benefits, opportunities and services to aid 
colleagues and also build line managers’ capabilities to deal with 
health and wellbeing related issues. for example, we are helping 
colleagues stop smoking by promoting the Department of 
Health ‘Quitkits’ and promote the Department of Health 
campaigns on the group intranet. 

We work with external organisations like BuPa, Health 
management limited and validium to help deliver our Health 
and Wellbeing initiatives to colleagues. validium is an employee 
assistance provider and we use them to offer support to 
colleagues in financial difficulties.

Wellbeing is also about supporting our colleagues on  
work-related issued. We recently developed a new mentoring 
scheme with leaders from across the group who can share their 
own learning experiences with colleagues. our business strategy 
to simplify our processes and procedures has also assisted 
colleagues by making things easier and reducing 
customer complaints. 

Health & safety
ensuring the health and safety of our colleagues is a priority. We 
identify risks in our day-to-day operations, and provide guidance 
in the form of Policies and standards, to help protect our people 
from illness or injury. a mandatory health and safety training 
programme supports all colleagues and line managers working 
in the group. audits, inspections and maintenance programmes 
are all designed with safety front of mind. 

a positive health and safety culture is promoted within the 
organisation. This includes actively encouraging all colleagues to 
report any health and safety concerns and issues so that they can 
be quickly and effectively resolved before an accident occurs. 
We also encourage people to be aware of their individual roles 
and responsibilities to ensure that we all have a safe working 
environment. 

reported accidents
in 2012, we worked to improve the customer and colleague 
environment with increased audits and inspections in our branch 
network. improvements in standards and approach resulted in 
the group being awarded the RosPa (The Royal society for the 
Prevention of accidents) gold standard (2011 silver) for our 
approach to health and safety. 

group accident rates
2012 2011 2010

Total recorded accidents 
involving injury 2,646 3,931 3,210

Slips, Trips & Falls  
(including members of public) 826 787 609

total riddor (reportable 
accidents) across the group 200 254 235

These improvements have resulted in a reduction in the number 
of accidents occurring in the group to colleagues. although it is 
acknowledged that our reduction in fTe (full time equivalent) 
roles from 2011 to 2012 would also have contributed. 

awarDeD tHe rOsPa 
(tHe rOyal sOcIety 
fOr tHe PreventIOn 
Of accIDents) gOlD 
stanDarD fOr Our 
aPPrOacH tO H&s

HIgHlIgHt
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Doing more for UK CommUnities

We are the UK’s largest retail and commercial bank 
with 30 million customers and branches across the UK. 
By doing more, we can make a long-term, positive 
contribution to UK communities, and help them to 
prosper. our colleagues have skills and experience 
that can make a real difference to communities.

Doing more for UK communities
our community involvement connects us to our customers and 
inspires our colleagues. our partnership with the London 2012 
olympic and Paralympic games enabled us to demonstrate our 
commitment to UK communities.

our work with communities supports activities with outcomes 
that result in education, employability and enterprise. We can 
help communities with the skills of our colleagues and the bank. 
one of our big successes is our money for Life programme which 
educates people to be financially capable in order to manage 
their own money more effectively. it’s a model we’ve developed 
that trains community leaders to train others, reaching thousands 
of people who need it.

our community involvement is shared by the enthusiasm of our 
colleagues. for at least one day each year, every colleague can 
volunteer for an organisation in their local community. in 2012, 
one in three colleagues registered to volunteer a day of their 
time. not only that, but they raised £3.6m for our 2011 and 2012 
Charity of the Year, save the Children. in addition, they volunteered 
their time to run the save the Children shops across the UK for a 
day in november 2012.

Our current challenges
We know that a visible community presence is important to 
both our customers and colleagues. But we want to do more 
to measure the impact of our community programmes, matched 
with what people in the community need. it will help us to 
understand how our work in communities is helping Britain 
prosper, so we’re putting metrics in place to measure this 
more effectively.

We also need to let customers and others businesses in the 
finance sector know about our work – so that, together, we can 
do more to help Britain prosper.

2012 highlights
We’ve been working to make a difference to communities in the 
UK in the areas of education, employability and enterprises in the 
following ways:

q  £85m was invested in communities across the UK

q  1,400 people trained to run money management sessions 
through our money for Life programme

q  90 students joined the award-winning Lloyds scholars 
Programme that partners with leading UK universities, 
supported by our £1.6m investment during 2012

q  we launched our school for social entrepreneurs programme 
to support social enterprise

q  our partnership with the London 2012 olympic and 
Paralympic games inspired thousands of our colleagues 
to volunteer in the five-year run-up to the games

q  seconding 20 senior managers from the group to Business 
in the Community’s Business Connectors programme

Doing more in 2013
in 2013, we want to do more to help Britain’s communities 
prosper. We’ve set the ambition to:

q  develop metrics that will help us understand the extent to 
which we help Britain prosper. We’ll then use these measures 
to create KPis and targets

q  raise £2m among colleagues for our Charity of the Year 
partner by the end of 2014

q  reach our target of one million colleague volunteer hours by 
the end of 2015 (since 2011)

q  place 20 senior managers from the group in BitC’s 
Business Connectors programme in 2013

q  train 1,400 people to run money management sessions with 
money for Life and deliver 1,500 money management 
workshops to vulnerable families 

q  inspire 250 teams of 16–24 year olds to develop innovative 
money management projects as part of our money for 
Life Challenge

q  help over 1,300 social enterprises to start up between 2012 
and 2017, under our school for social entrepreneurs 
programme

Total Community Investment (£m)

2010

76
85 85

2011 2012

Our work with 
communities to 
support activities 
with outcomes 
that result in 
education, 
employability 
and enterprise

Despite the challenging economic environment 
the group committed to keeping our investment 
at the same level for 2012. independently assured key performance indicators
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CommUnitY investment

£3.6 milliOn raiseD 
by cOlleagUes in 
2011/2012 fOr save 
the chilDren

highlight

introduction

We make one of the largest contributions to the 
UK communities through our flagship community 
projects and with in-kind volunteering. this investment 
also includes donations from our colleagues to charities 
and matched giving.

our community investment total of £85m during 2012 
included support for financial inclusion, community 
initiatives, colleague fundraising, sponsorship and 
support for grassroots charities. our colleagues play a 
huge role in our continued investment in communities, 
by giving their time and raising funds. every colleague 
is able to volunteer a day each year to a charity or 
community organisation through the group’s ‘Day 
to make a Difference’ programme.

our overall community investment is managed and 
measured using the London Benchmark group’s 
internationally recognised framework and standard. 
We use this model to record incoming donations, 
colleague and management time as well as the 
immediate and long-term impact of our projects.

the lloyds tsb foundations and the bank of 
scotland foundation
in 2012 over a third of our Community investment was to 
the Lloyds tsB foundations and the Bank of scotland 
foundation. this equated to more than £29m, enabling them 
to make grants to local, regional and national charities across 
the UK. many charities working in the UK’s most deprived areas 
have received support, making a significant difference to the 
communities that need it most. in addition to making grants, 
the foundations encourage our colleagues to become active in 
their community by providing matched giving for charities they 
support. each colleague can claim up to £1,000 per year for 
their charitable fundraising efforts and time given to charities, 
which totaled around £2,380,000 in 2012.

charity of the year
our 2011 and 2012 Charity of the Year was save the Children. 
Colleagues from across the group raised over £3.6m, including 
matched funding, exceeding our original fundraising target 
of £2.5m. the Chief executive of Lloyds Banking group, 
António Horta-osório, visited the Cardiff branch of save the 
Children during a colleague volunteering day.

the funds raised will help over 12,000 children in our local 
communities through the families & schools together (fAst) 
programme. fAst supports parents to participate in their 
children’s education, with the aim of reinforcing family bonds and 
creating a supportive network between parents, children, schools 
and communities. Within just eight weeks, teachers reported a 
5 per cent improvement in reading, writing and maths among 
the children enrolled in fAst. 

our 2013-2014 Charity of the Year, chosen by colleagues, is 
supporting the Alzheimer’s society and Alzheimer scotland’s 
Live Well Campaign – the first UK-wide dementia carer’s 
programme.

community fund
the 2012 Community fund provided grants to local community 
organisations supporting young people. nominated by our 
colleagues and voted on by members of the public, 
132 organisations across the UK each won a Community fund 
award worth £5,000. the group’s partnership with the London 
2012 games allowed us to promote nominated organisations at 
olympic torch relay events across the UK. this raised their 
profile and encouraged communities to support them by voting. 
We estimate 100,000 young people across the UK will be 
positively impacted as a result of the awards.

breakdown of community investment

£78.4m Cash

£6.1m Colleague time

£0.5m In-kind giving£85m

132 grants Of 
£5,000 given by OUr 
cOmmUnity fUnD 
PrOgramme in 2012

highlight

 independently assured key performance indicators
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CommUnitY ProgrAmmes

schOOl Of sOcial 
entrePreneUrs 
PrOgramme 
laUncheD in 2012

highlight

introduction

We want to build thriving communities in the UK, 
both through direct investment and by encouraging our 
colleagues to support communities with their skills and 
knowledge. our community programmes are themed 
around education, employability and enterprise.

our approach considers how colleagues can be involved 
in addressing the needs of the community. some of 
these, such as money for Life, have been developed 
by the group from the ground-up; others, like 
Business Connectors work in partnership with 
community organisations.

education
Personal money management is a fundamental life skill. 
While there is now support to introduce compulsory financial 
education in schools, many adults who have since passed 
through the education system lack money management skills, 
which can make them vulnerable to financial exclusion. our 
response is money for Life, an award-winning personal money 
management programme that targets young people and adults 
in further education, work-based learning and community 
learning sectors. the group has invested £4m in the programme 
since 2009 and has committed a further £4m for 2013 and 2014.

the money for Life Qualifications programme provides 
accredited training to enable organisations, ranging from 
charities and colleges, to embed money management skills at a 
local level. in 2012, we trained 1,400 people to run money 
management sessions in communities. We also run a national 
competition – the money for Life Challenge – where  
16–24 year olds compete to develop new money management 
projects that improve their communities. Building on the 110 
projects that were funded by the money for Life programme in 
2011, a further 250 grants were awarded in november 2012. 

in september 2012, we announced a partnership with 
family Action to train our colleagues to deliver money 
management workshops to 1,500 vulnerable families by August 
2013. money for Life was highly commended at Business in the 
Community’s (BitC’s) Awards for excellence 2012 where it was 
awarded a ‘Big tick!’

We are also a founding partner of go on UK, which helps the 
estimated 16 million adults in the UK who lack basic online skills to 
fully benefit from the internet. We have made a commitment to 
provide our colleagues online training so that they are able to 
teach our customers and those in local communities basic online 
skills. see more about the partnership within our Colleagues 
section – see page 24.

1,400 traineD 
thrOUgh OUr 
mOney fOr life 
PrOgramme tO 
teach mOney 
management

highlight
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employability
Lloyds scholars is a social mobility programme aimed at UK 
students which was established in 2011. in partnership with six 
leading universities across the UK, we offer students from lower 
income households a complete support package aimed to help 
them manage the financial strain of university.

the scholars receive both financial support to develop their skills 
and the opportunity to gain valuable work experience through 
paid internships and working with a Lloyds mentor. in return we 
ask that they volunteer for local causes. this enables them to 
enhance their Cv while giving back to the community. We accept 
students from almost every discipline and, if they get a 2:1, 
encourage them to join our graduate Leadership Programme 
following university. Lloyds scholars was named 
Corporate responsibility Project of the year at the 
2012 Charity times Awards.

our legal team’s Csr programme, Legal in the Community, 
launched the Lloyds Banking group (LBg) Work skills 
Programme in 2012 as part of our commitment to support the 
Prime objectives – a UK legal industry initiative that promotes 
fair access to quality work experience. Lloyds was one of the first 
corporates to be part of Prime.

the LBg Work skills Programme encourages less privileged 
students who wouldn’t otherwise consider a career in financial 
services or law to aspire to work in those sectors and develop 
relevant skills. twenty students spent two days in head office 
participating in financial literacy and interview skills training, a 
competitive business challenge as well as work experience and 
networking sessions. the LBg Work skills Programme also 
leveraged skills from other (Lloyds) programmes – colleagues 
from money for Life and students on the Lloyds scholars scheme 
delivered sessions.

in 2013 we aim to roll-out the LBg Work skills Programme in 
Halifax, Bristol and edinburgh and substantially increase the 
number of places available on the London programme.

enterprise
in January 2012, we launched the Lloyds Banking group social 
entrepreneurs programme in partnership with the school of 
social entrepreneurs. this enables social entrepreneurs to realise 
their ambitions and strengthen communities in the process. the 
aim is to help over 1,300 social entrepreneurs over five years to 
kick-start or grow their social enterprise, which will create jobs 
across the UK and help local communities support themselves. 
the programme offers grants of between £4,000 – £25,000 as 
well as a mentor from the group who provides support on their 
journey. Additional funding for this project is provided by Big 
Lottery – see communities.

Business Connectors is a programme that was developed in 
the wake of the UK riots in 2011. it was designed to use people’s 
business skills and expertise to tackle local needs and counteract 
the devastating effect the riots had within the UK’s most 
disadvantaged neighbourhoods. Lloyds Banking group is a 
major sponsor of the Business Connectors programme in 
partnership with Business in the Community (BitC). in 2012, 
we made a three-year commitment to place up to 20 senior 
managers in the Business Connectors programme each year. 
the managers will then work in their local communities for a year 
to develop relationships between charities, community groups 
and local businesses. many will continue their work with the 
community beyond the first year. 
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CoLLeAgUe engAgement in CommUnities

1 in 3  
colleagues 
registered to  
use their day  
to volunteer

introduction

We know that many charities and community 
organisations rely heavily on volunteers and funding to 
keep them running. our Day to make a Difference 
programme gives every colleague within the group the 
opportunity to volunteer at least one day a year in their 
local community. the day can be used either for skills 
development or to share a team-building day with 
colleagues. our volunteering programme also helps 
foster a sense of community and rebuild trust among 
colleagues. the combined efforts equate to millions of 
pounds of in-kind giving for communities.

this is why our group target is to achieve one million 
colleague volunteering hours between 2011 and 2015. 
so far 384,000 hours has been achieved. in 2012 over 
32,000 of our colleagues (around 1 in 3) used their 
registered volunteering day, with 16,000 colleagues 
volunteering in 2011.

‘arOUnD 1 in 
3 cOlleagUes 
registereD tO 
Use their Day tO 
vOlUnteer in 2012’

highlight

engagement on responsible business
to embed our responsible business approach across the bank, 
we update colleagues via our ‘Doing more’ website and regular 
articles on the group’s internal interchange system. in 2013, we 
will increase communications to encourage wider involvement 
from colleagues.

We have also started colleague engagement workshops to 
ensure their feedback can be used in future programmes and in 
deciding how we communicate with them. 

volunteering
We carefully select the organisations where colleagues can 
volunteer to help them find the community activity that will be 
best suited to their skills. they can select a project of their choice 
or recommend an organisation that they prefer, and also have the 
option to invite other colleagues or teams to take part.

We offer numerous volunteering opportunities within our 
community programmes, including money for Life and Business 
Connectors. these give our colleagues the opportunity to utilise 
their business skills for the community. for many colleagues this is 
also an opportunity for personal development.

some examples of our 2012 volunteering opportunities for 
Day to make a Difference were:

q  give and gain Day We are the largest participant in Business 
in the Community’s (BitC) give & gain Day – the UK’s single 
biggest day of volunteering. in 2012 more than 4,500 
colleagues took part, which doubled participation from the 
previous year. We have committed to sponsor give & gain 
Day until 2014

q  sewa Day our volunteers are able to take part in sewa Day to 
experience the joy of giving to the community. sewa Day is an 
international day of volunteering with the intention of making 
a meaningful difference to someone else’s quality of life. 
sewa is embedded in indian traditions and is based around 
the concept of performing an act of kindness without 
expecting a reward

largest ParticiPant 
in bUsiness in the 
cOmmUnity’s (bitc) 
give & gain Day – the 
UK’s single biggest 
Day Of vOlUnteering

highlight
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q  london 2012 games and national school sport Week
  our vision for London 2012 was to inspire and support 

young people, communities and businesses all over Britain 
on their journey to the games. over 2,500 of our colleagues 
volunteered as part of a week-long sporting celebration for 
schools through national school sport Week.

  the olympic torch relay was a nationwide event bringing 
communities across the UK together. over 350 colleague 
volunteers supported the Colleague Advance tour and the 
evening Celebration events. our colleagues were also given 
places within the olympic games volunteer Programme as 
gamesmakers, with 500 colleagues involved in supporting 
the games. A further 145 of our customer service colleagues 
worked in the Athletes village and media Centre branches 
at the olympic Park during the games.

  in 2013 we will build on the legacy of the London 2012 games 
by developing our national school sport Week and 
Local Heroes programmes, as well as introducing new 
initiatives that use our network of branches across the UK 
to positively contribute to local communities.

Colleague volunteers

2010

7,300

16,000

32,000

2011 2012

We know that 
many charities 
and community 
organisations 
rely heavily on 
volunteers to 
keep running

“
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DoIng MoRe foR the envIRonMent

As a bank, we recognise the fact that financial security 
and environmental security are intrinsically linked. 
A changing climate represents a risk to households, 
businesses and communities so, like many other 
businesses, we aim to tread lightly when it comes to 
our direct impacts and manage indirect environmental 
risks where they are presented to us. 

Doing more for the environment
As a bank we are in a position to play our part and influence other 
businesses to support the UK government’s goal of transitioning 
to a low-carbon economy. We do this through our membership 
of industry bodies such as the Corporate Leaders group on 
Climate Change, Cambridge Programme for Sustainable 
Leadership, Banking environment Initiative etc. As a responsible 
lender, we apply the industry’s equator principles to our large 
project finance transactions, reducing investment risks.

We are also using our influence to do more for the environment – 
encouraging the large businesses in which we invest to reduce 
their carbon footprint; offering advice to small business 
customers on reducing their environmental impact, and 
incentivising people to buy new low carbon homes, by creating 
an exclusive mortgage product. this also helps us to be the 
best bank for customers.

We also encourage our c.90,000 colleagues (on a full time 
equivalent basis) working in 3,000 properties, our 30 million 
customers, and the tenants in our asset management portfolio to 
help us reduce our environmental impact. efficiency is key and 
we’ve already had many successes – for instance, in 2012, we 
successfully reached two of our 2020 targets (for business travel 
and for diverting operational waste from landfill) and we are 
building a data centre that has received a BReeAM ‘outstanding’ 
rating for its design.

Our current challenges
Reducing our environmental impact to meet the demands of 
a low-carbon economy will continue to be an ongoing challenge 
for us, and for many UK businesses. to successfully reach our 
targets to further reduce emissions, we will be focusing on 
greater customer and supplier engagement, working with 
them to collaborate and share learning towards creating a 
low-carbon economy.

We’ll continue participating in stakeholder discussions and stay 
informed on regulatory developments. Keeping updated on 
developments, in the understanding on climate change and 
how it could impact the UK, means we will make better 
informed decisions about the investments in our own business 
and for our clients.

2012 highlights
In 2012, we continued to do more to reduce our own environmental 
impact and influence other businesses. We did this by:

q  reducing our reportable Co2 emissions across the bank by 
around 9 per cent, including emissions from data centres. 
this is on a like-for-like basis from the 2011 reporting period

q  increasing the amount of operational waste diverted from 
landfill to 94 per cent – reaching our 2020 target, of 
92 per cent, eight years early

q  achieving our Business travel reduction target for 2020 by 
reducing our business travel by over 25 per cent against the 
oct 09 – Sep 10 reporting period

q  engaging colleagues through our Sustainability network 
– around 1,000 participating members

Doing more in 2013
Reducing our environmental impact is a continuous process, and 
the complexity of the challenge requires many goals to extend 
for more than a year. In 2013 and beyond our goals include: 

q  achieving our 30 per cent energy usage reduction by 2020 
as part of our environmental Action Plan (in 2012, our energy 
consumption reduced by 12.9 per cent compared to our 
2009 baseline)

q  achieving our 20 per cent reduction of water by 2020 (in 2012 
our water consumption reduced by 17.8 per cent compared 
to our 2009 baseline)

q  undertake research in partnership with the property sector to 
further incentivise people to buy low energy homes 

q  involving our key suppliers in learning and collaboration to 
further reduce our environmental impact 

UK carbon emission summary
2012 2011 2010

Scope 1 emissions 49,414 58,572 60,302

Scope 2 emissions 290,726 308,844 324,007

Scope 3 emissions 34,221 42,821 41,687

Total 374,361 410,237 425,996

for scope definitions, please see  
http://www.ghgprotocol.org/calculation-tools/faq

We report those energy emissions arising from our own direct 
business activities where we hold the title to the energy supply 
contract directly with the energy supplier.

We have improved the accuracy of energy data for the 2011 
reporting period, replacing estimates with actual data. We have 
also applied the latest DefRA conversion factors to all reporting 
periods. our reporting periods are from the 1 october to 
30 September each year.

 Independently assured key performance indicators

http://www.ghgprotocol.org/calculation-tools/faq
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Supporting the low carbon economy 

Ranked ninth in the 
WoRld’s GReenest Bank 
2012 By BloomBeRG – the 
hiGhest Ranked Uk Bank 
in the index 

hiGhliGht

introduction

the uK government has committed to a low carbon 
economy with a 2020 target of meeting 15 per cent of 
the uK’s energy demand from renewable sources. 
our role as a bank is important in supporting this 
transition. we are able to create opportunities for the 
provision of finance for low carbon products, services 
and green technologies. 

we are continuing to work with government and 
other external stakeholders, such as partners in the 
property sector, to influence the transition towards 
a low carbon economy. 

environmental responsibility in products 

Renewable energy Finance

we are playing a key role in infrastructure and energy finance 
by finding solutions to current and future funding requirements 
which moves the uK to a low carbon economy. in 2012, we 
added five new uK renewable energy deals totalling £196m. 
we currently have commitments to renewable energy projects in 
the uK with capacity totaling over 1,800mw, which could provide 
enough electricity to supply over two million homes in the uK.

in 2012, we also added nine renewable energy deals globally to 
take our global commitments to 55 deals. these commitments 
total £1,122m and the projects are capable of generating up to 
10,194mw. the new commitments for 2012 totalled £333m.

a key factor in this reduction of general market activity in 2012 
(as shown in the graph), is the pending electricity market reform 
(emr) which will be further developed during 2013/14 by the uK 
government. this reform will introduce ‘contracts for Difference’ 
(cfDs) which are designed to further stimulate investment in 
low-carbon technologies. the cfDs will help provide predictable 
revenue streams, which will make renewable energy projects 
more attractive to investors. 

Renewable Energy Finance (£m)

2010

217

571

333

2011 2012

lex autolease 

lex autolease is the uK’s largest van and car leasing company 
and is part of the group’s wealth, asset Finance and international 
Division. the Division wants to be recognised as a leading 
environmentally responsible fleet leasing business with a key 
strategy targeted act reducing resources and minimising emissions.

lex autolease very much encourages environmental 
responsibility and actively designs its products and services to 
meet both the customer’s fleet objectives and sustainability 
goals. through offering expertise in fleet and tax consultancy, 
complemented by a range of products all available through its 
sustainability portal the green link 
www.lexautolease.co.uk/thegreen

whilst lex autolease has a dedicated Strategic Fleet consultancy 
team, around 60 customer relationship managers have also 
received formal training from the cambridge programme for 
Sustainability leadership, and further colleagues attend focused 
sessions ranging from understand the wider environmental 
challenges through to specific green fleet training.

a key factor in this reduction of general market 
activity in 2012 (as shown in the graph), is the 
pending electricity market reform (emr)

http://www.lexautolease.co.uk/thegreen
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AIMC4

AIMC4 stands for the Application of Innovative Materials, 
Products and Processes to meet Code for Sustainable Homes 
Level 4. In 2012, we worked with the AIMC4 forum members to 
create an exclusive Lloyds Banking Group mortgage product to 
homebuyers of Barratt Homes, Stuart Milne and Crest 
Nicholson’s new energy efficient properties.

We are also working with the forum’s members to support 
research that demonstrates the financial benefit to customers 
of purchasing zero-carbon homes. This research will help model 
future sustainable mortgage products. In 2012, we provided 
£49m of mortgages from this product.

Scottish Widow Investment Partnership (SWIP) 

Our asset management arm, Scottish Widows Investment 
Partnership (SWIP), is one of the largest asset management 
companies in the UK. At the end of 2012, SWIP managed 
£141.71bn worth of funds in total, with over £40bn invested in 
UK companies. SWIP uses its influence as a large investor to 
encourage best practice in corporate governance and the 
management of sustainability risks, with its main focus on 
climate change. 

The UK companies in which SWIP invests are responsible for over 
500 million tonnes CO2 equivalent – this is nearly the same size as 
the UK’s total emissions. The number is several times larger if 
product and supply chain emissions are included. As a big 
UK shareholder, SWIP works to use its influence with these 
companies to improve the energy and resource efficiency of their 
business activities. Ultimately, SWIP believes action on climate 
change must be led by governments, so SWIP works with other 
investors to support action by UK and EU governments to 
strengthen climate policies.

Worked WIth 
AIMC4 MeMberS to 
CreAte An exCluSIve 
MortgAge ProduCt for 
hoMe buyerS of neW 
energy effICIent hoMeS

hIghlIght
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MAnAgIng the envIRonMentAL RISKS In LenDIng 

The GROUP assesses  
600-700 TRansaCTiOns 
eaCh mOnTh ThROUGh 
iTs enviROnmenTal RisK 
sCReeninG sysTem

hiGhliGhT

introduction

Lloyds Banking group provides credit to businesses of 
all sizes in the UK and in selected international locations. 
As a responsible credit provider, the group understands 
the importance of assessing the impact such decisions 
may have on the environment. 

our Credit Risk policy requires an assessment of 
material environmental risks and legislation for all 
business loans. to ensure consistent identification, 
assessment, mitigation and reporting of environmental 
risk, a dedicated team provides expert support to the 
decision-making process.

environmental Risk screening
Since 2011, the group has used its environmental Risk Screening 
tool (eRSt) as the primary mechanism for environmental risk 
assessment. eRSt uses risk weightings derived from industry 
sector data and the geographical location of security situated in 
the UK. the group’s specialised environmental Risk team apply 
detailed focus to the transactions eRSt identifies with potentially 
heightened environmental risks. Additional support is provided 
by the group’s panel of environmental consultants as required. 
transactions are dealt with on a case-by-case basis, with over 
13,700 transactions assessed since the introduction of eRSt.

the environmental Risk team works closely with the group’s 
internal customer-facing teams and external stakeholders, raising 
awareness of environmental risk and improving its environmental 
policies. their work includes:

q  participating in industry-wide forums and discussion groups 
on environmental risk, such as the ngo forum and the 
International Chamber of Commerce’s energy and 
environment Committee

q  working with external environmental consultants to develop 
sector-specific environmental briefings. these briefings flag 
key issues to the group’s customer-facing teams

q  working with external legal advisers to develop a range 
of environmental legislative briefings. this knowledge 
helps the group’s business customers understand 
environmental legislation

q  managing the group’s membership of the equator Principles 
and ensuring appropriate embedding within its processes

equator Principles
the group is a signatory of the equator Principles, a framework 
that manages environmental and social risk in project finance 
transactions. the Principles support the group’s approach to 
assessing and managing risk in this area and are currently 
applicable to project finance transactions above US$10m.

Project finance often funds the development and construction 
of major infrastructure and industrial projects. the group has 
a robust, group-wide approach to assess, monitor and report 
equator Principles transactions. training on the Principles 
features for all lending officers, with more in-depth instruction 
provided to project finance teams. 

Since 2011, the group has participated in the equator Principles 
Strategic Review process (equator Principles III) which is examining 
the scope of application, transparency, implementation and 
governance of the Principles. the process is nearing completion 
and it is envisaged that equator Principles III will be implemented 
in 2013. the group is currently reviewing its approach to ensure 
that it will fully comply with the new requirements once introduced.
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Our performance in 2012
for the full data set relating to the equator Principles please see 
table below. Project finance transactions are rated as A, B or C 
depending on the level of perceived environmental and social 
risk and magnitude of impact they pose. the categories are as 
follows:

q  Category a – Projects with potential significant adverse social 
or environmental impacts that are diverse, irreversible or 
unprecedented

q  Category B – Projects with potential limited adverse social or 
environmental impacts that are few in number, generally 
site-specific, largely reversible and readily addressed through 
mitigation measures

q  Category C – Projects with minimal or no social or 
environmental impacts

status of categorised projects (unaudited)
Projects in 2012 a B C Total

Completed 2 13 5 20

In Progress 0 3 0 3

Not Completed 0 0 0 0

2 16 5 23

status of projects by industry (unaudited)

Projects in 2012 Renewables
infra- 

structure

energy  
and 

Utilities Total

Completed 9 11 0 20

In Progress 2 1 0 3

Not Completed 0 0 0 0

11 12 0 23

Table Commentary

the number of completed transactions reported under the 
equator Principles reduced from 25 to 20 from 2011 to 2012. 
During 2012, no transaction were declined on environmental 
or social risk grounds, nor approved with exceptions.
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RUnnIng A LoW CARBon BUSIneSS

94 PeR CenT OF 
OPeRaTiOnal WasTe 
Was DiveRTeD FROm 
lanDFill in 2012

hiGhliGhT

introduction

As a large organisation we are able to improve the efficiency 
of our business to reduce our emissions. As of the end of 
2012 we occupied over 3,000 properties in the UK (with 
around 90,000 full time equivalent job roles). the majority 
of these properties are retail branches across the UK. 

We are working to be more environmentally efficient 
within our own business and also in the construction of 
our properties, such as retail branches, offices and data 
centres. In 2012, we reduced emissions within the bank 
and have reached some targets that have been set 
for 2020.

Running an efficient business
our 2020 targets set out in our environmental Action Plan (eAP) 
(see table) aim to reduce our impact in the areas of energy, paper, 
business travel, waste and water:

q  WasTewise – our programme has enhanced the group’s 
dry-mixed recycling process. In 2012 we exceeded our 2020 
target – eight years early – to divert over 92 per cent of 
operational waste from landfill 

q  TRavelwise – this reporting period is the first to capture the 
full benefit of our ‘no travel Week’ policy (started in summer 
2011) and is a significant contributing factor to our reduction in 
business travel. In 2012 we exceeded our 2020 ambition by 
reducing our business travel by over 25 per cent

q  PaPeRwise – we have also made significant progress in 
reducing our use of paper against our 2009 baseline. At the 
end of our 2012 reporting period we had achieved an 
18 per cent reduction, only 2 per cent away from our 2020 
target, which we achieved in early 2013

In 2013, our environmental Steering group will review our 2020 
targets. the table below provides an update on each pillar 
within our environmental Action Plan managed under the 
Smart & Responsible programme.

smart and Responsible: Our environmental action Plan
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2020 Target Progress to 2020 target 2011 2012

30% reduction in energy consumption1 12.9% 746 GwH 676 GwH

20% reduction in paper consumption 18% 29,981 tonnes 26,565 tonnes

20% reduction in our business travel 25% 392 million Kms 308 million Kms

92% of waste diverted from landfill 94% 58% 94%

20% reduction in water consumption 17.8% 1,135,876 m3 1,062,244 m3

20% of m2 floor area environmentally 
accredited

1.5% N/A 1.5%

1  Target excludes IT Data Centres and the use of oil as a fuel  Independently assured key performance indicators
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in 2012 CO2 
emissiOns ReDUCeD 
By aROUnD 9 PeR 
CenT FROm 2011

hiGhliGhT

CO2 emissions
our Co2 emissions reduced by around 9 per cent from the 
previous reporting period. our improvement in this area was 
recognised in the Carbon Reduction Commitment Performance 
league table. 

the group’s main sources of emissions are generated by the 
energy we use and the business travel we undertake. our 
reductions are due to energy reduction initiatives and the 
increased use of technology as an alternative to travel, as well as 
our ‘no travel Week’ policy. this year, we have refined the scope 
of our energy reporting and have applied this approach to the 
previous reporting period to ensure that a fair comparison of our 
progress can be made. for more detail on what our reporting 
covers please see our ‘Reporting Criteria’ document available on 
– Reporting criteria.

the group welcomes the UK government’s incoming legislation 
on mandatory emissions reporting. Since the creation of Lloyds 
Banking group we have reported on our emission data in our 
Annual Report and Accounts. As further detail about mandatory 
reporting becomes available we will assess whether our existing 
reporting criteria needs to be developed further to meet the 
new regulations.

Building management improvements
our BUILDwise programme is our sustainable approach to the 
maintenance of our existing estate and new construction works. 
Sustainability is embedded in our construction standards and 
processes and validated by BReeAM and RICS Ska 
environmental. BReeAM is the world’s leading and most widely 
used environmental assessment tool for buildings and sets 
standard for best practice and sustainable design. the Royal 
Institute of Chartered Surveyors (RICS) Ska framework 
measures best-practice for the ‘fit-out’ or refurbishment of 
construction works.

As the use of digital communications becomes commonplace 
within our industry – such as with call centres – UK businesses 
face the challenges of using and storing that information in an 
environmentally sustainable way. We are constructing a new data 
centre that includes sustainable features such as reducing energy 
consumption by incorporating ‘free Cooling’ of the chilled water 
plant; harvesting rainwater for the cooling system, and advanced 
insulation with waste heat recovery to heat the office and 
support areas. 

http://www.lloydsbankinggroup-cr.com/sites/default/files/downloadables/LBG_CR_Hub_Reporting_Criteria_2012.pdf
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InvoLvIng CoLLeAgUeS AnD SUPPLIeRS

OveR 1,000 
sUsTainaBiliTy 
neTWORK memBeRs

hiGhliGhT

introduction

We need to involve our supplier partners and colleagues 
if we are to meet our own emissions reduction targets 
and to support a low-carbon economy. We also 
participate in climate change and environmental 
discussions with ngos and inter-governmental bodies, 
to influence other businesses in our sector to reduce 
their emissions. 

our Smart & Responsible programme sets targets to 
reduce our use of energy, waste and water across the 
group. the involvement of our colleagues is core to 
reaching our 2020 targets. We also recognise the need 
to do more with our suppliers to achieve a low carbon 
business.

Collaboration
We work with external stakeholders to inform and influence 
environmental change, at the working group and leadership level 
within the group. Andrew Bester, group Director & Chief 
executive, Commercial Banking, is the group’s representative on 
the Corporate Leaders group for Climate Change. Lady Susan 
Rice has been a key and vocal supporter of Scotland’s move to a 
low carbon economy, as a key note speaker at the Scottish Low 
Carbon Investment Conference and as a member of the 
influential 2020 Scottish Climate group.

other collaboration by our business areas are:

q  our asset management arm SWIP is a signatory of the 
Un principles for Responsible Investment and are members 
of the IIgCC (Institutional Investors group on Climate Change)

q  group Insurance is a member of Climatewise

q  we are a member of AIMC4

q  lex Autolease are co-chair of the Corporate Leaders group on 
Climate Change: Low Carbon transport Workstream 

q  the group submit each year to the Carbon Disclosure Project

q  we are a member of Business in the Community’s 
Sustainability leadership team 

q  we are part of the Cambridge Programme for Sustainability 
Leadership (CPSL), banking and environment initiative 

q  we also participate in the Confederation of British Industry 
(CBI) energy and Climate Change Board

Working with colleagues: Our smart 
and Responsible programme
our Smart and Responsible programme encourages colleagues 
to think about their own energy usage – from reducing travel to 
reducing paper waste. We also involve suppliers; for example 
MItIe (our facilities Management partner) is a major contributor 
to our Smart and Responsible targets to reduce our use of 
energy and water, and to minimise the volume of operational 
waste we send to landfill.

As a responsible business we introduce programmes and 
policies that foster behavioural change among our colleagues 
that benefits the environment as well as communities. our ‘no 
travel Week’ policy was introduced in June 2011, to promote 
carbon-friendly travel alternatives during one week each month. 
Consequently, travel bookings have decreased by 130,000 during 
this period – and fewer journeys also mean that our colleagues 
can focus on their own wellbeing. 

Along with meeting the WWf’s (World Wide fund for nature) 
one in five Challenge, we have made leaps forward in reaching 
our target to reduce business travel by 20 per cent by 2020.
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sustainability network
the Sustainability network is powered by the energy and 
enthusiasm of over 1,000 colleagues, who volunteer to 
encourage good environmental behaviour across the business. 
Colleagues are invited to be involved in green volunteering 
opportunities all year round and high profile events such as 
Climate Week. 

the network seeks to raise awareness of sustainability issues 
and targets; encourage activities across the group, and 
communicates the need to address climate change and look 
after our natural resources. the network also works in 
partnership with the Smart and Responsible programme to deliver 
the key actions in our group-wide environmental Action Plan. 
the network has, to date, run webinars; produced the 
green times newsletter, encouraged environmental 
volunteering, set up regional focus groups and been involved 
in supplier engagement. 

Working with our suppliers and customers
Involving our suppliers in our sustainability activities strengthens 
their impact and helps to build relationships. It is also important 
that we validate their sustainability credentials as part of the 
group’s supplier selection process and ongoing risk 
management. our group Sourcing Division is undertaking a 
review in 2013 to ensure we do this effectively. 

During 2013, we are planning regional workshop based events 
and networking groups for our mid market customers to get 
them involved on sustainability issues, explore key themes 
relevant to the sector and apply best practices to different types 
of business. topics will include resource efficiency, waste 
management and employee engagement.
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DOinG mOre fOr OUr StaKehOlDerS

Building trusting and lasting relationships with our 
stakeholders is central to the success of our business. 
Working responsibly with our stakeholders is one of the 
five pillars of responsible business. maintaining these 
good relationships will help us to become the best bank 
for customers. 

Doing more for our stakeholders
We operate in a constantly changing market and economic 
climate, and sometimes need to look outside the bank to 
address challenges. We need to consult with stakeholders, as 
experts in their area, to give us insight about the market and to 
critique our approach. equally, we share our views on how we see 
the sector moving and changing in the future. 

across the Group, we consult and collaborate with the UK 
Government, suppliers and others, such as industry bodies and 
trade unions. these relationships are managed across the Group 
at many levels, by the business area best suited to listen and 
respond to their needs. for example, our employee relations 
team manages the relationship with the trade unions, while our 
head of Sustainability at our asset management arm Scottish 
Widows investment Partnership (SWiP) works with the 
institutional investors Group on Climate Change. 

responsible business is a key theme for many of our external 
stakeholders. We work particularly closely with colleagues to 
involve their stakeholders in our work where appropriate. Our 
work with stakeholders is key to helping us to achieve our vision 
to be the best bank for customers and helping Britain prosper.

Our current challenges
We also have governance structures that escalate any significant 
issues or decisions relating to stakeholders. this will be raised at a 
relevant divisional leadership meeting, to the Group executive 
Committee (GeC) or to the Board.

an issue in 2012, highlighted in our stakeholder data, has been a 
delay in paying our suppliers. We’re aware of the need to pay our 
suppliers within the 30-day period. this increase in time to pay 
has been primarily due to changes in internal processes. 
these are in the process of being reviewed, to improve payment 
times in 2013. 

2012 highlights 
in 2012, we developed several new relationships that are 
already helping us to do more. Some highlights from across 
the bank include: 

q  creating an external stakeholder panel to shape our 
responsible Business report

q  undertaking a review of our supply chain to explore 
opportunities to embed responsible behaviours 

q  becoming the first participant in the UK Government  
funding for lending Scheme

q  sending a monthly economic insights report to all mPs

Doing more in 2013
We aim to continue to build trusting and lasting relationships with 
our stakeholders, including

q  involving more suppliers in our responsible business approach

q  collaborate further with government and industry bodies on 
our responsible business approach

Prompt Payment Code – 
Average time to pay (days) 

2010

27.2 28.7

33.2

2011 2012

this increase in time to pay has been primarily due 
to changes in internal processes. these are in the 
process of being reviewed, to improve payment 
times in 2013.
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OUr WOrK With the UK GOvernment 

MOnthly ecOnOMic 
insights repOrt 
sent tO all Mps

highlight

introduction

During 2012 there was significant Parliamentary and 
regulatory interest in financial services in the UK:

q  the financial Services Bill made its way through Parliament, 
as part of the process to confirm a new regulatory 
framework and the replacement of the financial Services 
authority (fSa) with the Prudential regulation authority 
(Pra) and the financial Conduct authority (fCa)

q  the independent Commission on Banking (iCB) published 
its final recommendations on banking standards 

q  the Parliamentary Commission on Banking Standards 
(PCBS) was formed to report on professional standards and 
the culture of the UK banking sector, including governance. 
it continues its inquiry throughout the year

at the Group, we kept UK financial investments (UKfi) – 
the organisation that manages the Government’s 
39 per cent stake in lloyds on behalf of hm treasury – 
fully briefed on the progress of the divestment of part 
of our business under eU state aid rules.

lloyds Banking Group did not knowingly make any 
political donations in 2012. it is the Group’s policy not 
to make political donations (as defined in Companies 
act 2006). 

transformation of the banking sector
it is imperative as a Group that we work effectively and directly 
with the UK Government and parliamentarians to address the 
serious issues around the evolution of banking regulation. for 
example, we engage on what a functioning banking sector looks 
like – one that offers consumers reasonable protection while 
allowing banks to innovate in a sensible regulatory environment. 

We are also active members of a number of trade associations 
including the British Bankers association and the association of 
British insurers. We work closely with them to help build industry 
consensus on a variety of topics from financial inclusion to 
funding for lending. 

We will take industry-leading action where we feel it is important 
and in the interests of our customers. for example, we were the 
first bank to provide certainty for customers by offering 
compensation to those mis-sold PPi. also, at the start of 2013, 
we were the first bank to publicly support the ring-fencing of 
financially separating retail banking from the investment 
arm of banks. 

these moves were important steps in rebuilding public trust in 
the Group and in the banking sector in general.

During 2012, we worked with the following government bodies:

q  independent Commission on Banking – on ring-fencing 
and account switching

q  Parliamentary Commission on Banking Standards – 
on culture, ethics and ring-fencing

q  treasury Select Committee – on basic bank accounts

q  hmrC, US treasury and irS – fatCa – on mortgage 
forebearance

q  european Commission and european Banking authority 
– on the Capital requirements Directive, which introduces a 
prudential framework to make eU banks more resilient in 
times of crisis

q  european Commission and european Banking authority 
– Crisis management, which harmonises at eU level a set of 
rules for banks to recover or resolve with the least impact 
possible on customers and taxpayers

q  european Commission, european Securities and markets 
authority, financial Services authority and hm treasury – 
on the markets in financial instruments Directive

the independent commission on Banking
the independent Commission on Banking (iCB) published its 
final recommendations on UK banking standards in 2012. this will 
bring lasting change to the Group and we worked closely with 
members of the Commission to support their work. 

We worked with the Commission on two important initiatives 
that will benefit our customers. the first was the seven day 
account switching programme, to ensure that customers are able 
to switch their accounts quickly, easily and securely. the second 
was working on the scope of activities within a ring-fenced bank 
e.g. to enable our business customers to hedge currency and 
other risks. 
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parliamentary commission on Banking standards
the high profile Parliamentary Commission on Banking 
Standards (PCBS) was set up by the UK Government to review 
professional standards and culture in the UK banking sector, and 
to scrutinise the Banking reform Bill. 

Our Group Chief executive appeared before the PCBS in 2012 
acknowledging that banks had lost sight of their core values, but 
that lloyds was now focused on better outcomes for customers 
and simpler transparent products and processes, designed from 
the customer’s point of view.

the Commission’s final report, which is due in may 2013, is likely 
to include measures to improve transparency, competition, 
standards and customers’ trust in banking. 

nations and regions
We have a strong community focus and work at the regional level 
with local mPs to inform and involve them in our activities at a 
community level. every UK region has a dedicated ambassador 
from the Group who is charged with understanding the 
challenges facing their area. the ambassador works with mPs 
and other appropriate authorities to inform them about our 
impact in the communities and to help overcome any challenges. 

the ambassador is kept informed by colleagues from our retail 
and Commercial business and our Community and Sustainable 
Business team. Our work at regional level is part of strengthening 
our commitment to UK communities. 

We also provide insights to politicians through parliamentary 
briefings and monthly economic insight reports.
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OUr WOrK With SUPPlierS

MOnthly Best-
practice fOruMs 
helD fOr Over 200 
cOlleagues, whO 
Manage the Day-tO-
Day relatiOnship 
with suppliers

highlight

introduction

Our suppliers can have a significant effect on the overall 
success of our business. they have the ability to grow our 
product and service offerings, and to work with us to 
implement our responsible business targets, such as 
reducing our environmental impact. We are working to 
build trust and lasting relationships with our suppliers to 
work collaboratively and drive change as well as 
competitive advantage.

We continually look to improve our policies and 
procedures to develop opportunities with our suppliers 
and to address issues in our supply chain. Our Group 
Sourcing function is responsible for managing our 
suppliers and has a Group Sourcing Policy.

working with our sourcing teams
Our Group Sourcing function runs monthly best-practice forums 
with over 200 colleagues, who manage the day-to-day 
relationship with suppliers. the aim of the forums is to share the 
best way of working together.

We have a dedicated intranet site that has guidance, tools and 
policies to ensure that social, environmental and ethical criteria 
are incorporated into our sourcing selection and our ongoing 
audits. We have an annual relationship management report 
(rmr) process for our top 150 suppliers to test and challenge the 
quality of our procedures. 

Our aim is to govern all suppliers according to our Codes of 
responsibility – see page 56. the Codes were revised in 2012 to 
define the way we do business. they underpin our Group’s ethics 
Policy and lay common foundations for responsible behaviour 
across the Group. this includes addressing the requirements of 
the UK Bribery act 2010, and strengthens our commitment to all 
stakeholders, including our suppliers. 

review of our supply chain strategy
in 2012, we carried out a full review of our supply chain strategy 
and management, to see where we can improve alignment with 
our responsible business approach. Key recommendations were: 

q  the development of a new Supply Chain framework which will 
introduce and establish a more robust management system 
and procedures to improve social and environmental impacts 
in our operations

q  a revision of our existing Supply Chain toolkit to include a 
more comprehensive screening of the supplier’s responsible 
business credentials, supported by training and 
communications across the Group

payment 
We are a signatory to the Prompt Payment Code, committing to 
paying suppliers on time and keeping in place the payment 
terms agreed at the outset of the contract. Under the Code, we 
provide clear guidance on payment procedures, including 
redress for any disputes, and encourage similar good practice 
among our suppliers and other businesses. Our Group Sourcing 
Policy takes account of suppliers’ policies and practice. 

in 2012, the average time to pay was 33.2 days compared to 
28.66 in 2011. this is an area we are working to improve in 2013. 
an update will be included in our report next year. 

Payment of Suppliers 2012 2011 2010 2009

Number of payments 560,738 369,510 576,940 763,917

Average time to pay (days) 33.22 28.66 27.21 28.33

Number/amount of compensation 
payments for late settlement nil nil nil nil
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OUr WOrK On emPlOyee relatiOnS

introduction

trade unions protect the rights and interests of their 
members. We believe in having a strong and close 
working relationship with our trade unions based on 
mutual respect for the bank and for each other. 

We have agreements with four trade unions who 
collectively negotiate and consult on behalf of a large 
percentage of colleagues in the Group. around 
70 per cent of our colleagues belong to accord, GmB, 
lloyds trade Union (ltU) or Unite. in 2012, we consulted 
and ran formal interviews with the unions on many 
areas including: 

q  our transformation programmes that will change the way 
our colleagues work

q  the continued branch divestment as per eC mandate 
(verde) of potentially 632 branches

q  our responsible business approach and report

the unions have collective bargaining rights on a broad 
range of employment-related issues. these rights are 
broader than the legally defined minimum rights in 
statutory recognition situations.

how we work with the unions
as a Group, we are facing significant change to achieve our 
commercial and strategic objectives that were introduced 
in mid-2011. 

We work closely with our trade unions to deliver this change to 
ensure that everyone understands the reasons and implications 
of the change and work together to mitigate the impact of that 
change on our colleagues. 

every effort is made to involve unions at an early stage in any 
proposed change that may affect colleagues. for example, 
in 2012, we consulted with the unions about the launch of the 
Codes of responsibility. the unions are a channel for 
communicating colleagues’ views and opinions, and play a 
role in helping them understand changes within the bank. 

Our employee relations (er) Division within the Group is 
responsible for managing our relationship with the trade 
unions. er has representatives in each division across the Group, 
to create an effective working relationship between the unions 
and individual business units. Our Group er function is 
responsible for providing strategic direction.
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StaKehOlDer rePreSentatiOn anD enGaGement

it’s vital to create and maintain two-way dialogue with our stakeholders, so that there is mutual understanding of issues and how to 
meet them. We know that we don’t have all the answers and that collaborative working is the only way that we can solve common 
problems and create opportunities – after all our stakeholders are the experts by experience.

Stakeholder engagement is frequently a source of effective management and risk mitigation, ranging from customer and colleague 
engagement, to Government and supplier relations. We tailor engagement according to each stakeholder group. the table below 
provides some examples.

focus area who we engage with Method/s of engagement examples of outcomes

Doing more to 
put customers 
first

Customers 
(relationships)

Ipsos MORI survey •	 	Deeper	insights	into	the	issues	and	expectations	
of our customers

•	 	Presented	to	the	Responsible	Business	Steering	
Group and its findings will influence our focus in 
this area

Customers 
(satisfaction)

Customer research including 
50,000 customer interviews a 
month to measure service 
experience

Independent syndicated 
survey

•	 	All	our	high	street	brands	achieved	increases	in	our	
Net Promoter Score

•	 	Improvement	in	Channel	service	(from	customer	
feedback)

•	 	Intelligence	for	Product	Management	Teams
•	 	Reduction	in	complaints	from	1.5	in	H2	2011	to	

1.1 in	H2	2012
•	 	Monthly	competitor	ranking	for	each	of	our	

channels (branch, telephony and Internet for 
satisfaction)

Doing more 
to be the best 
bank for our 
colleagues 
(engagement 
– responsible 
business)

Colleagues: 
customer facing, 
group functions, 
community 
and diversity 
representatives, 
and executive	views

Focus group and interviews 
(conducted by the 
Stakeholder Panel)

•	 	Findings	will	feed	into	stakeholder	engagement	
and communications plan in 2013

•	 	Findings	will	influence	our	‘Doing	More	Plan’	
and the work streams within the responsible 
business strategy

All colleagues Colleague engagement 
survey forums for leaders, 
line managers and colleagues. 
Colleague focus groups, 
blogs and other online forums

•	 	Over	74	per	cent	of	colleagues	took	part	in	the	
Colleague Engagement Survey in 2012 and our 
Performance	Excellence	Index	score	was	above	
the UK norm at 68 per cent

•	 	Connected	our	90,000	colleagues	(on	a	full	
time equivalent basis) across the different brands 
and levels

•	 	We	use	results	to	influence	new	initiatives	to	
improve performance
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focus area who we engage with Method/s of engagement examples of outcomes

Doing more 
to work 
responsibly 
with other 
stakeholders

Unions:	Lloyds	Bank	
Trade	Union,	Accord.	
Unite	and	GMB	

Interviews •	 	Findings	will	feed	into	stakeholder	engagement	and	
communications plan in 2013

Unions:	Lloyds	Bank	
Trade	Union	and	
Unite (Codes of 
Responsibility)

Direct	consultation •	 	Colleague	views	represented	on	policy	review	
including Codes of Responsibility

•	 	Helping	the	Unions	to	understand	changes	within	
the bank

UK Government Participation in the 
Government’s	Funding	for	
Lending scheme

•	 	Increased	lending	to	small	and	medium-sized	
enterprises	(SME’s)

UK Government 
(HMRC/tax)

Direct	consultation	with	HMRC •	 	Improved	openness	and	transparency
•	 	Ensuring	we	operate	within	the	law

Investors	(SWIP) Ongoing dialogue with 
company	Boards

•	 Encouraging	best	practice	in	corporate	governance

Suppliers MITE	–	involved	in	meetings •	 	Utilising	expertise	to	benefit	our	own	responsible	
business programmes including energy efficiency, 
water and waste etc

Doing more to 
invest in our 
communities

Colleagues 
(engagement)

Volunteering and consultation/
voting on charity partners

•	 	Responding	to	feedback	from	colleagues	who	tell	
us they want to volunteer

•	 	Positive	involvement	and	empowerment	of	
colleagues	in	decision-making

Community 
organisations 
(Business	
Connectors)

Partnership working and 
consultation

•	 	Utilising	business	skills	and	expertise	to	tackle	
local needs

•	 	Supporting	high	level/national	programmes,	
i.e. Business	in	the	Community,	and	encouraging	
other businesses to sign up

•	 	Supporting	BITC	to	achieve	lottery	funding

Doing more to 
reduce our 
environmental 
impact

Colleagues (Smart 
and Responsible 
programme)

Colleague engagement 
and Sustainability Network 
(over 1,000 colleagues)

•	 	A	major	contribution	towards	meeting	our	
2020 targets

•	 	Awareness	raising	and	colleague	learning	about	
ways to minimise impacts in their own lives

Environmental 
Networks and 
Forums

Collaboration and 
representation e.g. Corporate 
Leaders Group for Climate 
Change, 2020 Scottish Climate 
Group,	AIMC4,	CBI	Climate	
Change	Board

•	 	Informing	and	influencing	environmental	change
•	 	Understanding	how	we	need	to	adapt	as	a	business	

to reduce our own impact and improve products 
and services

AIMC4 Partnership Collaboration with members 
(on research, development 
and pioneering the volume 
of the low carbon homes for 
the future)

•	 	Created	an	exclusive	Lloyds	Banking	Group	
mortgage

•	 	Lloyds	Banking	Group	support	for	research	to	help	
model future sustainable mortgage products
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Our apprOach tO managing tax

Introduction

We have an important duty to our stakeholders to 
manage our tax position in full compliance with the law 
and in a way that is consistent with the group’s risk 
appetite. We aim to keep our stakeholders well informed 
as to our approach and the tax we pay. 

the group has a wide range of tax obligations, both for 
its own account but also as a collector of tax on behalf of 
the uK government. there are a number of stakeholders 
who have an interest in how the group manages these 
obligations: our shareholders, which include the 
uK taxpayer, but also our customers, our colleagues, 
the uK government and tax authorities wherever 
we operate.

Our approach to tax
We act in accordance with hm revenue & customs’ (hmrc) 
Banking code of practice and the confederation of British 
industry’s Statement of tax principles. We are open and 
transparent in our dealings with hmrc (and all tax authorities), 
we do not adopt interpretations of the law that in our view are 
contrary to its intention and we do not promote tax avoidance 
products to our customers. 

the tax system that applies to the group is wide-ranging and 
complex. in spite of this complexity we are thorough and 
committed to ensuring that our decisions and actions always 
reflect a long-term assessment of the costs and risks of the 
options we face, and importantly the impact on our relationship 
with our stakeholders and our reputation.

Policy into practice
the group’s approach to tax is supported by a tax policy which 
has been approved by the Board and shared with hmrc. the 
group tax team supports the group in ensuring that it has the 
right policies, procedures and controls to ensure that it fulfils its 
obligations and acts in the right way.

the group engages with hmrc on significant transactions to 
ensure an open and quick assessment of the tax position. as with 
any large group there are, from time to time, issues that may 
arise where we have a different view to hmrc and these are 
dealt with in an open and professional manner.

Contribution to tax revenues
the group was a significant contributor to uK tax revenues in 
2012 with taxes borne of £1.5bn. the tax borne in 2011 was at the 
same level, making the group the third highest taxpayer in the 
pwc 2012 total tax contribution survey for the hundred group.

2012 taxes paid

£168m Bank levy

£398m Employers’ NIC

£748m Irrecoverable 
VAT

£195m Business rates, 
stamp duty and other 
levies and taxes

£1.5bn

Collection of taxes 
the group also plays a major role in the collection of taxes 
on behalf of the government. in 2012, we collected £2.1bn 
of uK taxes. this was a small increase over 2011 when we 
collected £2bn.

2012 tax collected 

£981m PAYE

£233m Employees’ NIC

£253m VAT

£540m Tax deducted 
from interest paid

£64m Insurance 
premium tax

£2.1bn
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Responsible business goveRnance

The governance of responsible business within the bank 
is critical in our journey towards a leadership position. 
our governance can help to embed our responsible 
business approach throughout the group while keeping 
the bank’s board informed of progress and any issues 
relating to the business. 
We have been working to make responsible business more 
connected with our overall strategy to be the best bank for 
customers. This is so it resonates more clearly in the business.

our Responsible business steering group (Rbsg) is led by 
a non-executive board member, anita Frew, who reports on 
progress of the steering group to the board. The senior level 
representatives are able to guide their individual business units 
to implement the responsible business approach across our 
c.90,000 colleagues (on a full time equivalent basis) across the 
group. our codes of Responsibility and work across the group’s 
divisions support this implementation. 

The Rbsg bases its bi-monthly meeting agendas on our five pillars 
of responsible business that address customers, colleagues, 
stakeholders, communities and the environment. at each 
meeting, one of the five pillars – for example, colleagues – is 
examined from a responsible business perspective. The Rbsg 
investigates how the responsible business pillar can further help 
to deliver the bank’s strategy to be the best bank for customers. 
The aim is to be recognised as a leader in responsible business. 

Lloyds Banking Group Board

Audit CommitteeRisk CommitteeRemuneration 
Committee

Group Chief  
Executive

Group Executive  
Committee

Nomination & 
Governance 
Committee

The Group structure 
Throughout 2012, we made changes to the board and the senior 
management organisational structure. This was done to reflect 
what is needed to deliver on our strategy and move to the next 
phase of the group’s transformation and to create a more 
customer focused approach. 

The group executive committee (gec) is chaired by antónio 
Horta-osório, our chief executive. The Director of each of the 
group’s divisions is either a member or attends the gec. 

our gec structure provides updates on progress and key 
decisions from the divisions to group level. any key issues that 
arise are escalated to the board of the bank. 

There are also four committees which are chaired and attended 
by board members which focus on audit, nomination & 
governance, Remuneration and Risk. More detail about our 
governance structure, including our leadership team, can be 
found in the annual Report and accounts 2012 on page 94. 

The Steering Group 
has invested a 
lot of energy 
into reinforcing 
governance 
structures – a vital 
building block to 
strengthening 
reputation
Anita Frew, Non-Executive Director, 
Lloyds Banking Group and Chair, 
Responsible Business Steering Group



Lloyds Banking Group 
Responsible Business Report 201255

Our approach        Customers        Colleagues        Communities        Environment        Stakeholders        Governance        Assurance

Responsible business governance and the 
Responsible Business Steering Group
our Responsible business steering group (Rbsg) plays an 
important role in leading and integrating our responsible 
business approach within the bank. implementation of our 
responsible business approach is led by the group’s 
community & sustainable business team. 

Key divisions and functions of the business are represented at the 
Rbsg. These include Risk, audit, Human Resources, corporate 
affairs, Retail, commercial, insurance and group operations, 
amongst others. 

each steering group member has been approved by the gec. 
some members of the gec are also part of the Rbsg, which 
means that any critical business issues raised by the Rbsg can 
be taken to the gec. 

Discussions at the Rbsg meetings are informed by senior 
representatives from each of the relevant business areas. other 
steering groups from across the business will also provide input 
to the Rbsg, including the Financial inclusion steering group and 
our environmental steering group. 

The Rbsg is currently working on a responsible business 
balance scorecard which will define the metrics by which we 
will track progress towards leadership in responsible business 
– see page 5.

The remit of the Rbsg is to: 

q  review and advise the group’s community & sustainable 
business strategy and provide direction to business units 

q  advise on responsible business risks and opportunities, 
drawing upon the expertise of senior executives within 
the business 

q  set and communicate priorities for responsible business to 
the relevant business units via the central community & 
sustainable business team

q  promote responsible business at all levels across the group, 
ensuring that it is on the business agenda at all times including 
updating the gec and board on progress 

q  review responsible business performance based on indicators

q  review the content of the group’s annual Responsible 
business Report for recommendation to gec and approval 
by the board

Lloyds Banking Group Board

Responsible Business Steering Group

Group Executive 
Committee

Stakeholders

Procurement  
& Supply Chain

Environment

Environmental  
Action Plan

Colleagues

Diversity  
& Inclusion

Customers{
{ Financial  

Inclusion

Communities

Charity  
of the Year

Governed by the 5  
Responsible Business 
Principles

Updates provided  
from across the  
Business network
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External Experts 
During 2012, the Rbsg has worked with external experts and 
opinion formers who provide thought leadership and insights to 
the steering group. We also have an external independent panel 
of experts who challenge the responsible business strategy and 
implementation, to ensure that we are striving for leadership in 
this area. 

our community and sustainable business team has also worked 
with a stakeholder panel who independently review and 
comment on both the 2011 and the 2012 Responsible business 
Report. The role of the stakeholder panel is to provide 
independent analysis of the group’s responsible business 
performance and recommendations about how to improve both 
action and reporting in specific areas. The panel consists of: 

q  Robert Tate, Development Director, Membership, 
business in the community – chair of the panel

q  Dr graham Dietz, senior lecturer, Durham university 
business school

q  polly Falconer, chair of Trustees, graft Thames valley

q  philippa Foster back, obe, Director, institute of business ethics

q  lynda simmons, Head of sustainability, MiTie group plc

q  Jennifer Walmsley, Head of uK engagement, Hermes 
Fund Managers

Our Codes of Responsibility 
in 2012, we launched our code of business Responsibility and 
code of personal Responsibility (referred to in the Report as the 
‘codes of Responsibility’). The codes underpin our group’s 
ethics policy and lay common foundations for responsible 
behaviour across the group. 

The codes are consistent with our group values of ‘putting 
customers First, Keeping it simple and Making a Difference 
Together’. The codes are based around our five pillars of 
responsible business: 

q putting customers first

q becoming the best bank for colleagues

q investing in communities

q reducing environmental impacts

q working responsibly with other stakeholders

The code of business Responsibility sets out what our 
stakeholders expect from us. it holds us to high standards 
concerning our engagement with society and the environment. 
it takes account of the material issues facing our business, 
including the requirements of the bribery act 2010. 

our code of personal Responsibility provides guidance to 
colleagues to help them carry out their roles against our five 
pillars of responsible business. 

Mandatory training for all colleagues on the codes started in late 
2012 and will continue throughout 2013. This training features 
workplace scenarios to help guide colleagues when they face an 
ethical dilemma. in 2013, we will also be embedding the codes 
into our human resources processes, including recruitment, 
induction, personal development, performance management 
and leadership development.

We will be reviewing the codes of Responsibility annually to 
ensure they remain up to date and appropriate to our business 
and the environment in which we operate.

Risk policy framework and our procedures
We have a group policy Framework (gpF) that is a key 
component of how the group manages risk. it ensures that we 
have a consistent approach and that everyone can understand 
their individual and collective responsibilities in relation to 
policies. The framework details the rules, boundaries and risk 
appetite within the bank – it ultimately impacts on the way we 
treat and serve our customers. 

The Framework meets our external and internal governance 
requirements (such as the uK corporate governance code 
and our own board governance Framework) and is owned and 
managed by the Risk chief operating office, governance and 
control team. all group policies are reviewed annually using 
an approach that combines consultation, research and 
management information. The policies apply to all colleagues 
on a permanent or fixed-term contract as well as businesses, 
group functions and legal entities.
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Whistle blowing
our whistle blowing helpline is for colleagues to speak out if they 
suspect any wrongdoing. in 2012, 539 contacts were recorded 
by the helpline. every incident was reviewed, investigated and 
resolved with appropriate action. We also reviewed details of 
the group’s whistle blowing procedures and incidents in 2012.

Assurance
We have extended the scope of our responsible business 
assurance as well as engaged external experts to undertake 
a review of our internal controls. our goal of helping britain to 
prosper must be built on robust governance and reliable data. 
using recognised external auditors is an indication of the group’s 
intentions and investment to achieve leadership in responsible 
business.

Sustainability league tables and indices
To succeed in reaching a leadership position in the area of 
responsible business, our external indices rankings are important 
to gauge our performance and progress. 

in early 2013, lloyds banking group was awarded biTc’s platinum 
‘big Tick!’ status. We were also ranked ninth in the ‘World’s 
greenest bank’ 2012 rankings by bloomberg and were the 
highest ranked uK bank in the index.

in 2012, we retained our position in the FTse4good socially 
responsible investment index and our overall scores remained 
broadly stable in the Dow Jones sustainability index (DJsi). 
We also maintained our position in the carbon Disclosure 
project (cDp). 

We were the highest ranking bank in the carbon Reduction 
commitment (cRc) energy efficiency scheme performance 
league table in 2012. 

Money for life was awarded a business in the community 
(biTc’s) ‘big Tick!’ and was highly commended in biTc’s awards 
for excellence 2012.

lloyds scholars was named corporate Responsibility project of 
the year at the 2012 charity Times awards. 

We can only be 
the best bank for 
customers by 
building a great 
reputation founded 
on the highest 
standards of 
responsible 
behaviour
António Horta-Osório,  
Chief Executive, Lloyds Banking Group
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Key TaRgeT Table

2012 Targets Progress 2013 Target Progress

Doing more to 
put our 
customers first

To reduce FSA reportable 
banking complaints per 
1,000 accounts to 1.3 by 
the end of 2012 
(excludes PPI)

•	 	This	target	was	
exceeded, the second 
half of 2012 complaints 
per	1,000	was	1.1	
(excluding PPI)

To reduce FSA reportable 
banking complaints per 
1,000 accounts to 1.0 
by the end of 2013 
(excludes PPI)

To provide at least £12bn 
of gross lending in 2012 to 
small	businesses	within	our	
core commercial business

•	 	This	target	was	
exceeded, £13bn of 
gross	lending	was	
provided in 2012

New target: a one-year 
commitment (from Sep 12) 
to pledge an additional 
£1bn of lending to the 
Manufacturing Sector

•	 	In	the	six	months	since	
September	2012,	we	
have given £700m of 
funding and are on 
target to reach our 
lending goal

To help 300,000 SME’s 
start	up	between	2010	and	
the end of 2012

•	 	We	exceeded	this	
target supporting 
around 350,00 SME’s 
start up

To help a further 100,000 
SMEs start up in 2013

Not applicable Not applicable New target: To lend 
£6.5bn to 60,000 first-time 
buyers in 2013

Doing more 
to be the best 
bank for our 
colleagues

Not applicable Not applicable New target: Minimum 
85%	compliance	with	the	
mandatory training for the 
Codes of Responsibility 
in 2013

•	 	Minimum	target	
already achieved in 
Quarter one 2013

To increase female 
representation on the 
Board to 25% by 2015 

•	 	This	target	has	been	
met early. As of  
31 Dec 2012 the % of 
female representation 
on	the	Board	was	27%

New target: In 2013 – 
extend our 360-degree 
feedback from the top 200 
leaders to the top 2,000 
leaders in the Group

Not applicable Not applicable New target: 1,000 
apprenticeships in 2013

Not applicable Not applicable New target: Assess 
55,000 colleagues against 
the Chartered Banker 
Professional Standard for 
Bankers (CB:PSB)
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2012 Targets Progress 2013 Target Progress

Doing more to 
invest in our 
communities

To achieve 22,000 
colleagues volunteering 
during 2012

•	 	In	2012	32,000	
colleagues, around 
1 in 3 of our population 
registered for their Day 
to Make a Difference 
volunteering 
programme

Reach our total of one 
million colleague volunteer 
hours by the end of 2015 
(start 11 Jan)

•	 	At	the	end	of	2012	
we are	on	track	with	
384,000 hours 
completed

Not applicable Not applicable New target: Second 20 
senior managers from 
across the Group for the 
Business Connectors 
programme in 2013

For colleagues to raise 
£2.5m by the end of 2012 
(starting Jan 2011) for the 
Group’s Charity of the Year 
Save the Children

•	 	Target	exceeded,	
colleagues raised £3.6m

For colleagues to raise 
£2m by the end of 2014 
(starting Jan 2013) for the 
Group’s Charity of the Year 
partner; Alzheimer’s 
Society and Alzheimer 
Scotland’s	Live	Well	
Campaign

To train 1,400 people to 
run money management 
sessions as part of our 
Money for Life programme 
in 2012

•	 	We	trained	1,400	
people to run money 
management sessions 
in communities in 2012

To train 1,400 people to 
run money management 
sessions as part of our 
Money for Life programme 
in 2013

Not applicable Not applicable New target: To help over 
1,300 Social Entrepreneurs 
to start up by the end of 
2017 (starting Jan 2012)

Doing more to 
reduce our 
environmental 
impact

To reduce our core energy 
consumption by 30% by 
2020 against a 2009 
baseline (target excludes IT 
data centres and the use of 
oil as a fuel)

•	 	Energy:	As	of	Sep	2012	
(the end of our 2012 
reporting period) 
we have	reduced	
our in scope energy 
consumption by 12.9% 
against the 2009 
baseline and remain on 
track for 30% by 2020

To reduce our core energy 
consumption by 30% by 
2020 against a 2009 
baseline (target excludes IT 
data centres and the use of 
oil as a fuel).

To reduce CO2 emissions 
from business travel by 
20% by 2020 against a 
2010 baseline

•	 	Travel:	As	of	Sep	2012	
(the end of our 2012 
reporting	period)	we	
have reduced our in 
scope business travel 
by 25% against the 
2010 baseline

Not applicable Not applicable New target: Meet the 
regulatory requirements 
for	the	new	mandatory	
greenhouse gas emissions 
reporting by March 2014

Doing more to 
work with our 
stakeholders

Not applicable Not applicable New target: To reduce 
the days it takes to pay 
suppliers	to	below	30	days	
as per the Prompt Payment 
Code

•	 	In	2012	it	took	us	on	
average 33 days to pay 
the Group’s suppliers
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MaTeRialiTy

our responsible business strategy aims to move beyond 
compliance towards improved performance and delighting, 
rather than merely satisfying, our stakeholders. To achieve this 
we know we must align our responsible business strategy to 
stakeholder concerns, and be clear about the issues that are 
most significant to the impact we make economically, socially 
and environmentally. 

We are faced with a wide range of themes and many internal 
and external factors which affect how we make decisions on our 
responsible business priorities, and how we report them. We do 
this by listening and responding internally, through colleague 
engagement at all levels within our organisation, and externally 
through customer and other stakeholder feedback. We also 
take advice on prioritisation such as that provided through 
sustainability experts Radley yeldar in 2012. in addition to this, we 
undertake a variety of engagement activities to consult and keep 
abreast of our stakeholder issues. More details of these can be 
found in the Doing more for our stakeholders of this report 
–  see page 46.

in response to reviewing our priorities in 2012, we have re-shaped 
our Responsible business strategy and prioritised the three key 
focus areas which are of the greatest importance to our 
stakeholders and our business. They are also areas where we 
know we can make a positive difference to help britain prosper. 
These focus areas, and some of the ways we are supporting them 
are as described in the diagram below.

These three prioritised focus areas cover a broad range of 
environmental, social and governance (esg) issues and 
opportunities. Whilst distinctive in what they have set out to 
achieve, they do not stand alone and interact with each other. 

our stakeholder panel, appointed in 2012, was selected to reflect 
stakeholder interests covering the community, the supply chain, 
the investment community, as well as addressing issues of ethics, 
trust and sustainability, and representing the views of both retail 
and business customers. The panel were guided by the 
aa1000as standards, which includes the principle of materiality, 
and they considered this accordingly. please see assurance 
– see page 61.

How we’re helping  
Britain prosper

•  Supporting SMEs (loans & SME 
charter) 

•  Supply Chain (Supply chain 
management framework, prompt 
payment code & collaboration to 
improve products & services & 
influencing work towards a low 
carbon economy)

•  Social enterprise (grant funding for 
start up and scale up of sse)

•  Products & Services (mortgages 
to first-time buyers)

•  Making banking inclusive & 
accessible (simplifying products 
& services, Dementia 
programme, basic bank 
accounts etc)

•  Responding to customers 
(complaints/feedback, financial 
assessments etc)

•  Strategic Community Programmes 
to support education, employability 
& enterprise (Money for life, sse, 
scholars, business connectors)

•  Local Community Engagement to 
support education, employability & 
enterprise (big lunch, Homestart 
& community Fund)

•  Colleague Engagement/
volunteering (charity of the year, 
Day to Make a Difference)

•  Community Investment 
(Foundations)

•  Reducing our impacts on the local 
environment (smart and Responsible)

 
 

DoING moRE 
for UK households

 
 

DoING moRE 
for UK business

DoING moRE

for UK communities
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AssurAnce 

Statement from the independent stakeholder panel
The objectives and scope of the panel’s activity

The panel’s objectives were:

q  to review the 2012 responsible Business (rB) report and 
provide a statement of the extent to which the panel feels it 
meets the needs of the stakeholder groups which they 
represent

q  to be seen to take an independent stakeholders’ approach so 
that the rB report is seen to reflect and question Lloyds 
Banking Group’s (LBG) performance against those banking 
sector issues that concern its stakeholders

The scope of the panel’s review of the rB report is limited to 
matters relating to its uK presence as the Group operates almost 
wholly in the uK. The panel’s remit was limited to the published 
2012 rB report, and did not cover any other aspects that may be 
featured in the rB portal. 

The composition of the panel

The panel was selected by The Virtuous circle Ltd, (TVc) acting 
independently of LBG. TVc took responsibility for establishing, 
managing and facilitating the panel, including providing it with 
relevant research material.

The panel consisted of:

q  robert Tate, Development Director, Membership, Business in 
the community – chair of the Panel

q  Dr Graham Dietz, senior Lecturer, Durham university 
Business school

q  Polly Falconer, chair of Trustees, Graft Thames Valley

q  Philippa Foster Back, OBe, Director, Institute of 
Business ethics

q  Lynda simmons, Head of sustainability, MITIe Group plc

q  Jennifer Walmsley, Head of uK engagement, Hermes Fund 
Managers

The panel was selected to reflect stakeholder interests covering 
the community, the supply chain, the investment community, as 
well as addressing issues of ethics, trust and sustainability, and 
representing the views of both retail and business customers.

To ensure their independent status, none of the panel received 
any remuneration from LBG, although, in recognition of both the 
time and effort involved for panel members, LBG made an 
honorarium payment on behalf of each panel member to a 
charity of their choice.

The basis for this statement and its limitations

The panel approached its work mindful of Accountability’s 
AA1000As Assurance standard’s key principles of materiality, 
completeness and responsiveness of reporting. In its review it 
sought to ensure itself that the rB report met stakeholders’ 
needs with reference to these principles. In this context, the panel 
was aware that LBG had appointed Pwc to undertake a full 
verification of the data included within the rB report and 
welcomed this appointment as a means of providing 
stakeholders with further reassurance for the report.

In its approach, the panel considered only the content of the 2012 
rB report and not other areas within LBG’s rB reporting hub. 

LBG’s management took responsibility for the preparation and 
presentation of information and data within the rB report. The 
panel’s responsibility in undertaking its review is only to LBG’s 
management, in accordance with the scope of work agreed with 
them, and not to any other person or organisation.

The process adopted by the panel

To enable the panel to develop views of the 2012 rB report, it 
was provided with several research studies, undertaken by TVc 
on behalf of the panel:

q  a review of the 2011 rB report, benchmarked against LBG’s 
five major uK banking competitors

q  an assessment of the extent of the rB visibility for stakeholders

q  findings from focus group interviews with LBG’s colleagues, 
together with interviews with the main unions that have 
representation in LBG, as a means of assessing colleagues’ 
perceptions of rB within LBG 

q  findings from interviews with key executives responsible for rB 
elements to understand the range of activities undertaken 
from 2010 onwards, as well as those planned for 2013

Panel members identified what they considered to be the five 
key rB issues they expected to be covered in the rB report. 
Members also assessed what they considered are the key 
behaviours a responsible business should encompass in order 
to be deemed trustworthy by stakeholders. These behaviours 
were based around an academic research study on 
organisational trustworthiness and showed that a trusted 
company would be seen to:

q  act competently

q  act with care and consideration

q  act ethically and transparently

q  act consistently and reliably

Following analysis by the panel, it held interviews with LBG’s 
chief executive and the non-executive Director with Board 
responsibility for rB. These interviews helped the panel assess 
the level of board commitment to rB.

subsequently, the panel assessed the report content and drew 
conclusions about the extent to which the 2012 rB report met 
the principles of materiality, completeness and responsiveness.

In all, the panel held four meetings, all held in a LBG conference 
suite. Panel members achieved 92 per cent attendance, either in 
person or in teleconference.
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The panel’s conclusions

In this first statement by an independent stakeholder panel, 
the panel wishes to acknowledge the extensive support given 
to it by LBG’s management with rB responsibility. The levels 
of transparency and co-operation offered meant the panel 
covered a wider range of rB activities than might be considered 
reasonable given the amount of time available.

In this respect, the panel was able to consider matters stretching 
back to 2010, as well as those currently in planning for 2013 and 
beyond. With the benefit of this insight it acknowledges that 
LBG’s development of its rB strategy and agenda is an ongoing 
journey. In the panel’s view there have been substantial 
improvements made in the 2012 report compared with those of 
prior years. The panel also recognises that LBG’s rB development 
is dynamic and continues to expand to enable it to address both 
current and future issues. 

The panel’s brief was to consider the 2012 rB report in terms of 
its materiality, completeness and responsiveness to the interests 
of stakeholders:

q  Materiality – the panel mapped what it considered to be key 
issues against the behaviours that it considered essential for a 
company to be regarded as trustworthy by its stakeholders. 
The panel used these issues as the basis for its analysis of the 
contents of the report, and found that the report addressed 
them satisfactorily

q  Completeness – during its work, the panel communicated to 
LBG’s rB management matters that it expected to be 
included within the report. Where the initial report outline 
appeared to have potential gaps on key issues, these gaps 
were communicated by the panel. These gaps were 
addressed within the report to large extent in its later drafts, or 
were shown to be in the process of being addressed during 
2013. The panel considers that the completeness of reporting 
of material issues within the report is fair and balanced

q  Responsiveness – the panel judged the responsiveness of the 
reporting at two levels. Firstly, it found LBG’s management 
responded highly proactively to its comments on issues that 
should be addressed within the report. secondly, in the 
Group’s operations, the panel recognises that LBG has a 
department that is dedicated to responding to customer 
complaints in a considerate and coherent manner and is also 
responsible for improving customer service standards. This 
department’s activities are commented upon within the 
report. These areas of responsiveness led the panel to 
consider the report had been developed in a 
responsive manner

nevertheless, there are areas which the panel recommends that 
LBG could usefully focus upon for further development or 
improvement. The panel welcomes the inclusion in the report of 
the link between the responsible Business programme and the 
Group’s business model and strategy but recommends that this 
link should be more visible in LBG’s communications channels, 
in addition to the rB report. This wider communication is 
particularly relevant since the rB report shows strong links to 
LBG’s five pillars for responsible business. The panel believes this 
is important to enable all stakeholders – investors, colleagues, 
customers, suppliers, communities, government and regulators 
– to appreciate that the group’s responsible Business 
programme fulfils a key role in the Group’s journey to achieve its 
stated goal of ‘being the best bank for customers’. 

There is strong evidence of the rB management team offering 
proactive leadership in this area with material support from the 
Board, through the rB steering Group, in asking for more 
information about rB targets and progress towards them. 
However, the panel recommends stakeholders would benefit 
from even greater transparency within future reports about those 
areas that pose challenges and offer opportunities for 
improvement and attention. This transparency would help 
develop the trust of its stakeholders and assist in rebuilding the 
bank’s reputation.

The panel confirms that it acted in an independent manner 
and that it had open access both to LBG management and 
to relevant documentation. In conclusion, the panel considers 
that the report meets the principles of materiality, completeness 
and responsiveness to a high degree, with room for continued 
improvement. As a consequence, the panel considers the report 
to be a fair description of the rB activities being undertaken 
within LBG, and adequately describes LBG’s intentions to 
continue with these programmes. Given the response of LBG 
to the panel’s comments, the panel expects that the reporting 
quality will continue to improve.

18 April 2013
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Independent AssurAnce report to the dIrectors of 
LLoyds BAnkIng group pLc

the directors of Lloyds Banking group plc (“LBg”) 
engaged us to perform limited assurance on the 
information described below and set out in LBg’s 2012 
responsible Business report (the “report”).

What we are assuring (“Selected Information”)
the selected Information marked with the symbol  presented 
in the report. the scope of our work was restricted to the 
selected Information set out in the report and defined below 
and does not extend to information in respect of earlier periods 
or to any other information in the report.

the data specified below forms the selected Information:

q  the selected total community investment and the selected 
average formal learning days per fte for the 12 months 
ended 31 december 2012 presented in the report; and,

q  the selected uk carbon emissions performance data being 
scope 1, scope 2 and scope 3, the selected total energy 
consumption, the selected water consumption, the selected 
operational waste and selected percentage of operational 
waste diverted from landfill for the 12 months ended 
30 september 2012 presented in the report.

How the information is assessed (“Reporting Criteria”)
We assessed the selected Information using LBg’s 
reporting criteria as set out in LBg’s website at  
http://www.lloydsbankinggroup-cr.com/1 

Professional standards applied2 and Level 
of assurance3 
We have used IsAe3000 (limited level of assurance) and we have 
complied with the IcAeW code of ethics.

Understanding reporting and measurement 
methodologies
there are no globally recognised and established practices for 
evaluating and measuring the selected Information. the range 
of different, but acceptable, techniques can result in materially 
different reporting outcomes that may affect comparability with 
other organisations. the reporting criteria used as the basis of 
LBg’s reporting should therefore be read in conjunction with the 
selected Information and associated statements reported in 
the report.

Work done
considering the risk of material misstatement of the selected 
Information, we:

q  made enquiries of relevant LBg management;

q  evaluated the design of the key structures, systems, processes 
and controls for managing, recording and reporting the 
selected Information. this included analysing 57 sites, 
selected on the basis of their inherent risk and materiality 
to the group, to understand the key processes and controls 
for reporting site performance data. this did not extend to 
testing that the controls operated as intended for the period 
under review;

q  performed limited substantive testing on a selective basis 
of the selected Information at corporate head office and in 
relation to 57 sites to verify that data had been appropriately 
measured, recorded, collated and reported; and,

q  assessed the disclosure and presentation of the selected 
Information.

LBG’s responsibilities
the directors of LBg are responsible for:

q  designing, implementing and maintaining internal controls 
over information relevant to the preparation of the selected 
Information that is free from material misstatement, whether 
due to fraud or error; 

q  establishing objective reporting criteria for preparing the 
selected Information;

q  measuring LBg’s performance based on the reporting 
criteria; and

q  the content of the report.

Our responsibilities 
We are responsible for:

q  planning and performing the engagement to obtain limited 
assurance about whether the selected Information is free 
from material misstatement, whether due to fraud or error;

q  forming an independent conclusion, based on the procedures 
we have performed and the evidence we have obtained; and

q  reporting our conclusion to the directors of LBg.

1  the maintenance and integrity of LBg’s website is the responsibility of the directors; the work carried out by us does not involve consideration of these matters and, accordingly, 
we accept no responsibility for any changes that may have occurred to the reported selected Information or reporting criteria when presented on LBg’s website.

2  We have complied with International standard on Assurance engagements 3000 – ‘Assurance engagements other than Audits and reviews of historical financial Information’ 
issued by the IAAsB, and with the applicable independence and competency requirements of the Institute of chartered Accountants in england and Wales (IcAeW) code of 
ethics. to comply with those standards, our work was carried out by an independent and multi-disciplinary team of sustainability and assurance specialists.

3  Assurance, defined by the International Auditing and Assurance standards Board (IAAsB), gives the user confidence about the subject matter assessed against the reporting 
criteria. reasonable assurance gives more confidence than limited assurance, as a limited assurance engagement is substantially less in scope in relation to both the assessment 
of risks of material misstatement and the procedures performed in response to the assessed risks.

http://www.lloydsbankinggroup-cr.com/
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Our conclusions
As a result of our procedures nothing has come to our attention 
that indicates the selected Information in Lloyds Banking group 
plc’s 2012 responsible Business report has not been prepared 
in all material respects with the reporting criteria.

this report, including our conclusions, has been prepared solely 
for the directors of LBg as a body in accordance with the 
agreement between us, to assist the directors in reporting LBg’s 
responsible Business performance and activities. We permit this 
report to be disclosed in Lloyds Banking group plc’s 2012 
responsible Business report, to enable the directors to show 
they have addressed their governance responsibilities by 
obtaining an independent assurance report in connection with 
the selected Information. to the fullest extent permitted by law, 
we do not accept or assume responsibility to anyone other than 
the directors as a body and LBg for our work or this report 
except where terms are expressly agreed between us in writing.

PricewaterhouseCoopers LLP,  
Chartered Accountants, London 

22 May 2013
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dAtA sheet

Financial performance
2012 2011

cost:income ratio 54.8 per cent 50.5 per cent

core tier 1 capital ratio 12.0 per cent 10.8 per cent

earnings per share – 2.0 pence – 4.1 pence

Total underlying income (net of insurance claims) £18,386m £21,046m

Economic and social impact
2012 2011

gross new lending to sMes £13.2bn £12.5bn

gross new residential mortgage lending £26.2bn £28bn

Mortgages to first-time buyers 55,900 52,800

staff costs: salaries £3,411m £3,784m

Money contributed to the financial advice sector £15.5m £14.8m

payment of suppliers – average time to pay (days) 33.22 days 28.66 days

total community investment £85m £85m

total amount donated to the LtsB foundations and the Bos foundation £29m £29m 

funds raised by colleagues for the charity of the year £1.2m £1.4m

Colleague volunteers 32,000 16,000

Environmental data 
2012* 2011*

total uk carbon emissions (co2) 374,361 tonnes 410,237 tonnes

total scope 1 emissions (co2) 49,414 tonnes 58,572 tonnes

total scope 2 emissions (co2) 290,726 tonnes 308,844 tonnes

total scope 3 emissions (co2) 34,221 tonnes 42,821 tonnes

total energy consumption 769 GwH 833 GwH

direct energy consumption by source – gas 199 GwH 230 GwH

direct energy consumption by source – oil 7 GwH 5 GwH

In-direct energy consumption by source – electricity 562 GwH 597 GwH

property-related co2 emissions 329,403 tonnes 352,697 tonnes

Business travel co2 emissions 44,958 tonnes 57,540 tonnes

tonnes of co2 per £m of group's income** 20.4 tonnes 19.5 tonnes

tonnes of co2 per full time equivalent (fte) 4.0 tonnes 4.2 tonnes

Water consumption 1,062,244m3 1,135,876m3

Water consumption per FTE 11.4m3 11.5m3

operational waste 25,159 tonnes 25,961 tonnes

percentage of operational waste diverted from landfill 94 per cent 58 per cent

total tonnes waste per fte 0.3 tonnes 0.3 tonnes

total tonnes paper used 26,565 tonnes 29,981 tonnes

percentage of paper from sustainable sources 100% 100%

tonnes of paper per fte 0.3 tonnes 0.3 tonnes

*  for environmental data our reporting periods are from the 1st october to the 30th september each year
**  where income is ‘total underlying income net of insurance claims’
 Independently assured key performance indicators
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People data 
2012 2011

employees (on a full-time equivalent basis) at 31 december 92,788 98,538

eeI – employee engagement Index 48 per cent 52 per cent

peI – performance excellence Index 68 per cent 69 per cent

LeI – Line Management Index (new in 2012) 77 per cent n/a

Average formal learning days per fte 6.9 days 6.9 days

percentage of total employees that are female 60.1 per cent 59.5 per cent

female managers 44.6 per cent 42.9 per cent

female senior managers 27.8 per cent 26.2 per cent

percentage of colleagues from an ethnic minority 6.6 per cent 6.6 per cent

ethnic minority managers 5.8 per cent 5.7 per cent

ethnic minority senior managers 2.9 per cent 2.7 per cent

percentage of colleagues who say they have a disability 1.5 per cent 1.7 per cent

percentage of colleagues who say they are lesbian, gay or bisexual 0.7 per cent 0.7 per cent

 Independently assured key performance indicators



Contact us
We would like to hear from you.  

please get in touch with any  
feedback and queries at  

the following address:

community and 
sustainable Business 

group corporate Affairs 
Lloyds Banking group 

25 gresham street 
London 

ec2V 7hn

you can also send an email to 
Responsible.business@lloydsbanking.com

 

this report is available in  
alternative formats on request.

mailto:Responsible.business@lloydsbanking.com
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