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Helping Britain 
prosper
As a leading retail and commercial bank, 
our corporate purpose is to help Britain 
prosper: its households, businesses and 
communities. Our strategy to be the best 
bank for customers supports this purpose 
and responsible business practices are at 
its heart.

By doing business responsibly we can differentiate 
ourselves from our competitors, deliver sustainable 
growth and add value for our shareholders and 
society. We can build colleagues’ pride in a business 
that strives to do the right thing. We can lead the 
way in rebuilding public trust in our brands and the 
banking industry.

About our Responsible Business 
Summary Report 2013
The information in this summary is based on our 
full 2013 Responsible Business Report. 

If you want to read about our performance 
in greater detail, you can view our full 2013 
Responsible Business Report, which also 
contains a special section devoted to the new 
Helping Britain Prosper Plan. You can download 
the full Responsible Business Report 2013 at: 
www.lloydsbankinggroup-cr.com
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How we do business responsibly
Doing business responsibly is all about living our values 
– putting customers first, keeping it simple and making a 
difference together. They guide the way we work and every 
decision we make. They form the basis for our Codes of 
Personal and Business Responsibility – daily reference points 
to help all colleagues work in line with our values.

Ensuring that we do business responsibly is a priority for our 
Board, our leadership teams and ultimately every one of 
our 90,000 colleagues. We also use feedback from external 
stakeholders, including an independent Stakeholder Panel, 
to help us become a more responsible business.
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Rebuilding 
customers’ trust 
in our brands
It’s about putting customers at the heart of 
everything we do as an organisation, wherever we 
do business. Being the best bank for customers 
means offering simple, relevant products to people 
at all levels of society across Britain. Not just those 
enjoying relative prosperity; but also those facing 
financial difficulties, coping with disabilities, striving 
to buy their first home or find their first job. To be the 
‘best’ we must help all of our customers.

Launching our new Helping Britain Prosper Plan 
highlights the fact that our definition of ‘best bank 
for customers’ goes way beyond the products and 
services we offer them. The Plan incorporates bold, 
public commitments to help address some of the 
big issues facing Britain today. It demonstrates to 
customers that their concerns are our concerns.

To be the best, we must also do more to rebuild trust 
in the Group, by dealing efficiently and transparently 
with issues such as PPI mis-selling. Only when 
customers and other stakeholders see that we 
are doing the right thing for them will they trust us 
fully again.

António Horta-Osório

Group Chief Executive, Lloyds Banking Group
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Introduction

As Chair of the Responsible Business 
Committee, I’m excited to share my views 
on the past 12 months: a period during 
which we’ve made considerable progress in 
embedding a responsible business culture 
across the Group and setting ambitious 
targets for the future.

Launching the Helping Britain  
Prosper Plan
Over the last couple of years we’ve monitored our 
performance against the five responsible business 
pillars set out in our Codes of Responsibility – 
customers, colleagues, communities, environment 
and external stakeholders. This year, we continued 
to manage closely our performance against these 
five pillars, but we’ve also gone one step further by 
putting in place structures that bring responsible 
business thinking and practice into the heart of our 
Group, from Boardroom to branch; and prioritised 
the ways in which we can best help Britain prosper.

We have launched our Helping Britain Prosper 
Plan because of the concerted effort of colleagues 
across the Group – at every level in every division 
and function – to help us put robust metrics in 
place. Consequently, we can now measure our 
progress in helping Britain prosper and have this 
validated independently. 

Launching the Helping Britain Prosper Plan sends 
out a clear signal that responsible business is fully 
integrated into our broader business strategy, our 
reporting structures and the way we measure 
colleagues’ contribution.

Strengthening our culture
We’ve now completed the first phase of a Group-
wide cultural assessment that’s helping our 90,000 
colleagues adapt to new ways of working by 
focusing on achieving successful outcomes for 
our customers rather than successful sales figures. 
We’ve also significantly changed the way we 
reward performance.

Involving all business areas
This year, we’ve expanded our Responsible Business 
Committee, which now comprises senior leaders 
from each and every part of the Group, including 
members of the Group Executive Committee and 
the Board. As its Chair, I report directly to the Board. 
I’m pleased to say that the Responsible Business 
Committee has consistently supported the Board, the 
Group Executive Committee and colleagues across 
the business to drive the Helping Britain Prosper Plan 
and responsible business agenda forward. 

Regaining customers’ trust by being best 
for them
We can take pride in our achievements as a 
responsible business this year, although there is still 
a lot more to be done. What excites me most is the 
prospect of working together towards the Helping 
Britain Prosper Plan targets – and building a bank that 
creates value for all our stakeholders. 

I sincerely believe that we can become the best bank 
for customers – the bank that they implicitly trust to 
have their best interests at heart. We can become the 
best bank for colleagues: a bank they can thrive with, 
professionally and personally; a bank they can feel 
proud to work with. A bank helping Britain to prosper.

Anita Frew
Non-Executive Director, Lloyds Banking Group 
and Chair, Responsible Business Committee
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Launching the 
Helping Britain 
Prosper Plan
‘The full potential of the Helping 
Britain Prosper Plan lies not just in 
helping customers address key issues 
in their lives but in its commitment 
to trust, integrity, professional 
standards and the acceptance of a 
wider responsibility to society, all of 
which are critical components for 
any sustainable enterprise today.’
Richard Sermon MBE, City Values Forum
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People across Britain are facing some big 
issues – a lack of affordable housing, the 
challenge of finding a job or escaping the 
trap of financial exclusion, the health issues 
that arise as more of us live longer and the 
difficulties of starting or running a successful 
business in tough times. The Helping Britain 
Prosper Plan is our response to some of 
these big issues; the ones we’re best placed 
to help our customers tackle.

Economic stability is at the heart of every thriving 
society. It’s the foundation that health, education 
and happiness are built on. Which is why, at Lloyds 
Banking Group, we’ve launched a Plan that will show 
how our products, services and responsible business 
programmes are helping Britain prosper. We’re the 
first UK bank to launch a Plan like this. We’re doing it 
because, as one of Britain’s leading commercial and 
retail banking groups, we’re sure of our purpose: to 
be a responsible, sustainably successful business that 
helps Britain prosper. We also believe that the Helping 
Britain Prosper Plan is a way to rebuild trust with our 
customers by demonstrating that we’re focused on 
the issues they face.

 

For us, banking is about helping people to manage 
their money effectively, so they can focus on the 
things that are most important to them. The Helping 
Britain Prosper Plan – delivered by our 90,000 
colleagues through our iconic brands – will help us do 
this. It’s a Plan with one driving purpose at its heart – 
helping Britain prosper.

How we developed the Helping Britain 
Prosper Plan
What do we really mean when we say that we want 
to help Britain prosper? To develop the Helping 
Britain Prosper Plan we evolved a definition of the 
term ‘to prosper’ based on a number of external 
benchmarks, including the Legatum Prosperity Index, 
the Organisation for Economic Co-operation and 
Development Better Life Index and UK Quality of 
Life Indicators. Referring back to this definition, we 
consulted with a number of internal and external 
stakeholders to help us find out what matters to them 
and to identify the ways in which Lloyds Banking 
Group is able to help Britain prosper through specific 
business activities and investments. The Helping 
Britain Prosper Plan documents our intention to focus 
on these activities, setting out clear commitments to 
help us measure our progress, and report on progress 
year-on-year.

Our Plan will continuously evolve over time in line with 
business direction and market changes

The Helping Britain Prosper Plan is simple but 
ambitious. It sets out seven key commitments and 
over 20 independently verified ‘prosper metrics’ 
which cover the areas where we can make the biggest 
difference for our customers across households, 
businesses and communities. And it directly supports 
our business strategy to be the best bank for customers.
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People across Britain are facing some big 
issues. The Helping Britain Prosper Plan 
is our response to them. 

2014  
target

2017 
target

1.1  Number of first time buyers 
supported through delivering the 
most comprehensive mortgage 
proposition in the UK mortgage 
market

>80,000 1 in 4 

1.2  Share proportion of new build 
mortgages provided (for first time 
buyers, second steppers and  
private rented)

1 in 4 1 in 4 

We’ll help more customers  
get on the housing ladder – and 
more customers climb up it

1

2014  
target

2017  
target

4.1  Increased amount of net lending 
to SMEs on an annual basis (total 
cumulative)

>£1bn  
(£28bn)

>£1bn  
(>£31bn)

4.2  Number of start-up businesses 
we will help to get off the 
ground

>100k 1 in 5 

4.3  Increased amount of new 
lending provided to support UK 
manufacturing businesses per 
year

£1bn £4bn 

(cumulative)

4.4  Number of entrepreneurs 
supported through the Lloyds 
Bank and Bank of Scotland Social 
Entrepreneurs programmes

>750 
(cumulative)

1,300 

(cumulative)

4.5  % of supplier invoices paid 
within 30 days  
(% payment within 60 days)

95% 
(100%)

99% 
(100%)

We’ll help businesses to start 
up and scale up, and we will 
procure responsibly

4

2014  
target

2017  
target

3.1  Amount of additional funding 
provided to support Credit 
Unions per year

£1m £1m 

3.2  Share of social banking accounts 
we will support

1 in 4 1 in 4

3.3  Number of community support 
workers accredited to deliver 
financial education on the front 
line 1

1,830 
(cumulative)

4,000 
(cumulative)

3.4  Maintain a category gold award 
with the Business Disability 
Forum (BDF) by achieving a high 
score across the ten areas2 that 
lead to a disability confident 
organisation.

>90% 
score

>90% 
score 

We’ll take a lead in financial 
inclusion to enable all individuals 
to access, and benefit from, the 
products and services they need to 
make the most of their money

3

2014  
target

2017 
target

2.1  Number of customers we help 
to plan for later life through 
company pension schemes

1.1m 
(cumulative)

1.3m 

(cumulative)

2.2  Number of customers we help 
post-retirement through 
providing a continuing annuity 
income

0.55m 
(cumulative)

0.6m 

(cumulative)

We will help our customers  
plan and save for later life2
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You can find out more 
about the Helping Britain 
Prosper Plan in our full 2013 
Responsible Business Report at: 
www.lloydsbankinggroup-cr.com

2014  
target

2020  
target

6.1  Number of paid volunteer hours 
used by colleagues to support 
community projects

800,000 
(cumulative)

>2.3 
million 

(cumulative)

6.2  Number of community 
organisations supported by our 
volunteers or funding

6,500 10,000

6.3  £ donated to the Bank’s 
Foundations to help tackle 
disadvantage

£16.5m >£100m 
(cumulative)

6.4  £ raised by colleagues for our 
Charity of the Year (including 
Matched Giving) to support those 
in need in our communities

£1.7m £12m  
(cumulative)

We’ll be the banking Group that 
brings communities closer together 
to help them thrive

6

2014  
target

2020 
target

7.1  % of senior roles4 to be held by 
women

29% 40%  

7.2  We will consistently increase the 
engagement levels of ethnic 
minority colleagues in all roles

66 
(Colleague 
Survey score)

>705 

7.3  We will consistently increase the 
engagement levels of disabled 
colleagues in all roles

55 
(Colleague 
Survey score)

>705 

7.4  We will consistently increase the 
engagement levels of LGBT 
colleagues in all roles

60 
(Colleague 
Survey score)

>705 

We’ll better represent the diversity 
of our customer base and our 
communities at all levels of the Group

7

2014 
target

2017 
target

5.1  Number of colleagues trained to 
mentor SMEs and social 
entrepreneurs through the 
Business Finance Taskforce 
accredited scheme and the Lloyds 
Bank and Bank of Scotland Social 
Entrepreneurs programme

 1,000 
(cumulative)

1,700 
(cumulative)

5.2  Number of new Lloyds Banking 
Group Apprenticeship positions 
created with permanent 
employment

2,450 
(cumulative)

5,000 
(cumulative)

5.3  % of Lloyds Banking Group 
Apprenticeships taken up by 
external candidates from the UK’s 
most disadvantaged areas

N/A 30% 

5.4  Number of undergraduates from 
low income families supported by 
the Lloyds Scholars programme

360 
(cumulative)

720 
(cumulative) 

5.5  % of Lloyds Scholars (from low 
income families) who have secured 
a job within 6 months of 
graduating from University3

90% 90% 

We’ll help businesses and individuals 
succeed with expert mentoring and 
training 

5

1 Through Money for Life’s Teach Others and Money Mentors programmes
2  Includes Commitment; Know-how; Adjustments; Recruitment; Retention; 

Products and Services; Suppliers and Partners; Communication; Premises; 
Information and Communication Technology

3  This % is based on the number of Scholars who are actively seeking 
employment

4 Senior roles refers to top 8,000 individuals
5  UK High Performing norm – target will change if High Performing 

norm changes 
 
N.B. All of these metrics are subject to review in the Autumn pending  
the outcomes of Group Strategic Review
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How it all fits together
Our values 	Putting customers first 

	Keeping it simple 

	Making a difference together

Our values underpin everything we do, guiding how we work and defining  
the standards we set every day.

Our purpose
Helping Britain prosper 
We’re here to help Britain prosper because it’s the best way to deliver 
sustainable success. 

Our Helping 
Britain 
Prosper Plan

Being the best bank for households, businesses and communities
The Helping Britain Prosper Plan brings our strategy to be the best bank 
for customers together with our community-focused activities, focusing on 
the ways in which we make the biggest positive impact. The Plan sets out 
clear commitments.

Our Helping 
Britain 
Prosper Plan 
commitments

1. Helping home buyers
2. Helping people plan for later life
3. Championing financial inclusion
4. Supporting businesses and procuring responsibly
5.  Helping businesses and individuals succeed with expert training 

and mentoring
6. Investing in communities to help them thrive
7. Celebrating diversity

Our Helping Britain Prosper Plan commitments are broad ranging and 
deliberately stretching. We want them to inspire and drive us to achieve more.

Our Codes of 
Responsibility

Following our Codes of Personal and Business Responsibility
Our Code of Personal Responsibility and Code of Business Responsibility 
provide a daily reference point to ensure we all work in line with our values. 
They are a key reference point for all our colleagues.

Our 
responsible 
business 
pillars

Focusing on our five performance pillars:

	We put customers at the heart of our business

	We aim to be a great company to work for

	We invest in communities to help them prosper and grow

	We work to continually reduce environmental impact

	We work responsibly with our external stakeholders
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Our performance in 2013
We report against our five responsible business pillars. Doing this provides a 
comprehensive overview of our performance year on year – including our progress towards 
our Helping Britain Prosper Plan commitments and other business critical factors, including 
our environmental footprint, colleagues’ Health and Safety and our relationships with 
external stakeholders.

Our five responsible business pillars are:

 We put customers  
at the heart of our 
business

 We work to 
continually reduce 
environmental impact

We aim to be a  
great company to  
work for

We work responsibly  
with our external 
stakeholders

We invest in 
communities to help 
them prosper and grow

You can read a comprehensive 
overview of our performance in 
our full 2013 Responsible Business 
Report. Download the report at: 
www.lloydsbankinggroup-cr.com
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Putting 
customers  
at the heart of 
our business
We want to be the best bank for customers: offering 
them simple, tailored products and great service; 
helping them and their communities to prosper.
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We’ve made significant progress in strengthening 
customers’ trust in our brands this year. Throughout 
2013 we’ve improved our products and services 
to make them more relevant to customers’ lives – 
particularly home buyers and business owners. We’ve 
made our brands more inclusive – easier for those on 
low incomes and those with disabilities to access. And 
as more customers reach us via digital and mobile 
channels, we’ve introduced new security features.

Our achievements in 2013
  A 6% year-on-year net increase in loans to SMEs 
compared with a net reduction of 3% across 
our industry

  Exceeded our commitment to lend £6.5 billion to 
60,000 first-time buyers by lending over £9.7 billion 
to 81,000 first-time buyers

  Kept it simple for customers by using mobile and 
voice recognition technologies to guide them to 
the right services when they contact us

  The best customer satisfaction ratings our high 
street brands have ever achieved

Our priorities in 2014
   Make sure that all our colleague reward structures 
take customer service standards into account

  Support over 80,000 first-time home buyers to get 
on the property ladder

  Continue to support SMEs through lending and 
deliver net lending growth of more than £1 billion 

  Increase our new lending support to UK 
manufacturing businesses by £1 billion

  Reduce customer banking complaints to 0.9 per 
1,000 accounts or fewer and learn from every 
complaint we receive

  Help 45,000 customers post-retirement through 
providing a continuing annuity income

  Support one in four social banking accounts

Lending a hand to Britain’s 
home buyers
In 2011 we launched a local version of the Lend a Hand schemes 
designed to help home buyers get on the housing ladder with 
much smaller deposits than usual and help local authorities kickstart 
the housing market in their area. Two years on, there are now 50 
successful Lend a Hand schemes running across Britain. 

Supported 120,000 
SME start-ups

 Highlight

Find out more: www.lloydsbankinggroup-cr.com
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Building a 
company  
that’s great  
to work for
We need the best people to be the best bank for 
customers. That’s why we’re undertaking an ambitious 
culture change programme that will help colleagues 
become more customer-focused, link their rewards to 
customer satisfaction, and inspire them to do their very 
best in a business they’re proud to work for.
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We’ve made big strides in becoming an even more 
customer-focused bank this year, by completing 
the assessment phase of our Group-wide culture 
change programme and embedding responsible 
business principles into our performance and reward 
structures. We’ve worked hard to become a more 
diverse and inclusive business, improved our training 
and development programmes and achieved our 
highest Colleague Survey response rate to date.

Our achievements in 2013
  Launched the Agile Future Forum, chaired by our 
Chairman, Sir Win Bischoff – highlighting the 
benefits of agile working for businesses in the 
21st century

  Offered 1,000 Apprenticeship places to young 
people, building on the success of our 2012 
National Apprenticeship pilot

  Invested in new technology platforms and content 
to enhance colleague development opportunities

  Increased the percentage of women on our Board 
to 27%

Our priorities in 2014
   Build colleagues’ pride and trust in our Group

   Reach our objective of having 29% of our senior 
roles (top 8,000) held by women 

   Increase the engagement levels of ethnic minority, 
disabled and LGBT colleagues in all roles

   Put customers at the heart of our performance and 
reward structures

   Nurture the next generation of leaders, 
strengthening our succession and talent pipeline

  Reach 1,000 colleagues trained to mentor SMEs 
and social entrepreneurs

Help for working parents 
and carers 
We offer colleagues with children one of the best support 
packages in the UK. This includes e-learning modules for new 
parents, a parent’s forum and a specialist service that enables 
line managers to support new parents before and after they 
take maternity or paternity leave.

Over 51,000 customer 
facing colleagues achieved 
the Foundation Standard 
for Professional Bankers  

 Highlight

Find out more: www.lloydsbankinggroup-cr.com
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Investing in 
communities 
to help them 
prosper and 
grow
As one of Britain’s leading commercial and retail 
banking groups, our brands are familiar on high streets 
in almost every local community. By supporting these 
communities, through our products and services and 
our community-focused investments and activities, we 
can benefit many local people, build trust in our brands, 
and sow the seeds for future growth.
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We’ve invested £85 million in communities across 
Britain this year – providing support for a wide range 
of initiatives, including financial education for young 
people and funding for social entrepreneurs. By the 
end of 2013 we’d raised £2.5 million to support 
our Charity of the Year, Alzheimer’s Society and 
Alzheimer Scotland, and in addition thousands of 
colleagues have contributed their time and expertise 
to support our community-based activities – making 
a positive difference for the local communities in 
which they work and often also live. 

Our achievements in 2013
  Given grants to 1,568 community groups across 
the UK through our Community Fund

  Helped 3.6 million people come together to 
strengthen community relationships through the 
Big Lunch

  Invested £8 million in our Money for Life 
programme since its launch to help young people 
manage their finances better 

  Helped 154 social entrepreneurs through our 
Social Entrepreneurs programme

  Donated £29 million to our Foundations

Our priorities in 2014
  Increase participation in and impact of our 
community programmes

  Maintain momentum in colleague involvement in 
community volunteering with more emphasis on 
skills-based support

  Meet our charitable fundraising targets and 
support for our Foundations

  Support our colleagues in their volunteering 
activities as we strive towards 2.3 million hours 
of volunteering by 2020

Supporting Britain’s social 
entrepreneurs 
With a small grant from our Social Entrepreneurs programme and 
help from a colleague mentor, Jacquie Johnstone-Lynch has set up 
‘The Brink’ – a safe social space for recovering addicts in Liverpool. 
Jacquie became our Social Entrepreneur of the Year in October 2013, 
winning an award of £10,000, which she’s now using to set up similar 
venues in Nottingham and Newcastle.

34,000 colleagues 
volunteered to help 
their communities 
in 2013

 Highlight

Indicator has been subject to independent assurance. PwC’s 
assurance report can be found on www.lloydsbankinggroup-cr.com

Find out more: www.lloydsbankinggroup-cr.com



16 Lloyds Banking Group 
Responsible Business Summary Report 2013

Working 
continually 
to reduce 
environmental 
impacts
Our ability to help Britain prosper is inextricably 
linked to wider environmental issues. Man-made 
climate change and resource scarcity both have an 
impact on customers, communities and our own 
operations – sometimes directly, in the case of extreme 
weather conditions or rising energy and commodity 
costs. So managing our environmental impacts and 
supporting the drive towards a low carbon, more 
resource-efficient economy makes perfect sense.
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Throughout 2013 we’ve played an active role in 
supporting the green economy, by providing 
affordable finance for small-scale renewable 
energy projects and green advice for SMEs. At the 
end of 2013, we were involved in financing large 
renewable energy projects with a combined 
capacity of 3,580MW – enough to power 3.5 million 
homes. We’ve also worked with government and 
other external stakeholders to push for positive 
environmental change. The underlying trend is 
that we’ve continued to improve our overall energy 
efficiency. However, our like for like carbon emissions 
have increased marginally by 1.2 per cent compared 
with 2012. This has mainly been down to increased 
gas use during the cold winter, increased electricity 
use during the warm summer and increased 
business travel.

Our achievements in 2013
  Achieved a reduction in energy use of 12.7% 
against our 2009 baseline

  Achieved a reduction in water consumption of 18% 
against our 2009 baseline

  Engaged colleagues in our Environmental Action 
Plan through our Sustainability Network 

  Worked for positive environmental change 
through many different external bodies, including 
the Corporate Leaders Group for Climate Change, 
Climatewise, AIM4C and the Banking 
Environment Initiative

Our priorities in 2014
  Invest £7 million in energy efficiency projects

  Continue to engage SMEs to help them 
understand how to become more sustainable 
and realise the benefits to their businesses

  Complete the environmental accreditation 
of even more of our property estate

Helping SMEs to ‘go green’ 
Our SME Sustainable Development Team has run workshops to 
explain the benefits of sustainable practices – including reduced 
costs and improved brand reputation – to our SME customers. 
Team members explained the steps SMEs can take to make a big 
difference to the environment and their businesses. We plan to run 
more of these events in the future.

Diverted 95% 
of waste from landfill

 Highlight

Indicator has been subject to independent assurance. PwC’s 
assurance report can be found on www.lloydsbankinggroup-cr.com

Find out more: www.lloydsbankinggroup-cr.com
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Working 
responsibly 
with our 
stakeholders
We can’t succeed without the trust and support of our 
stakeholders. We benefit from their expertise, advice 
and even their constructive criticism. They, in turn, often 
benefit from their relationship with us. Together with 
them, we can do more to help Britain prosper than we 
ever could in isolation.
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This year, we’ve worked responsibly with a number 
of different stakeholders. We’ve supported the UK 
Government’s continuing efforts to improve banking 
standards and advised several different government 
departments on a range of issues, including Britain’s 
future pension funding requirements. We’ve 
completed the groundwork for new policies, codes 
and processes that will ensure suppliers match our 
responsible standards. 

We already engage with our shareholders, and 
the launch of the Helping Britain Prosper Plan 
gives us the chance to talk to investors about our 
commitments. We also contribute to Britain’s 
economy as a major taxpayer.

Our achievements in 2013
  Shared our views on culture, ethics and standards 
with the Parliamentary Commission on Banking 
Standards 

  Launched a review of our approach to responsible 
business in the supply chain

  Identified ways in which we can build sustainability 
opportunities for SMEs into our supply chain

  Worked closely with our unions as we implement 
our on-going change programmes 

Our priorities in 2014
  Roll out our new Supplier Code of Conduct and 
audit suppliers against it

  Investor Roadshows for shareholders to explain the 
Helping Britain Prosper Plan

  Continue to work with the UK Government in its 
efforts to improve standards in the banking sector 

 Pay 95% of our suppliers within 30 days

Raising standards through the 
One Construction Alliance 
Through the One Construction Alliance our Group Property Team 
is working with six key suppliers to simplify processes, reduce costs, 
improve quality and share environmental and ethical standards. 
The Alliance has already completed more than 1,700 projects, 
including the revitalisation of 1,308 Lloyds Bank branches and the 
transformation of our Glasgow customer contact centre.

Paid our suppliers in 
23 days on average

 Highlight

Find out more: www.lloydsbankinggroup-cr.com
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Where do we go next?

We’ve achieved a lot this year – but there’s 
much more to be done in 2014 and over the 
next few years.

The Helping Britain Prosper Plan sets our direction of 
travel up to 2020 and provides focus for all of us who 
work for Lloyds Banking Group. At the same time, our 
culture change programme will continue, helping and 
inspiring even more colleagues to work in ways that 
put our customers first as we work to rebuild trust in 
our brands as the best bank for customers.

We are moving forward with improved information 
management systems and independently verified 
performance metrics in place. Consequently, 
as we work towards the Helping Britain Prosper 
commitments and step up our efforts to become a 
better bank for customers, colleagues, communities, 
the environment and our stakeholders, our 
achievements and challenges will be more public 
than ever before. This is something we welcome as 
a source of inspiration and motivation.

‘Our new Helping Britain Prosper 
Plan is true to our values – 
putting customers first, keeping 
it simple and making a difference 
together. It sustains the vision 
of our founders, who more than 
300 years ago created a bank 
to support economic and social 
prosperity in Britain.’

Sir Winfried Bischoff
Chairman, Lloyds Banking Group

In closing, I would like to wish Lord Blackwell, my 
successor as Chairman, every success in his new 
role. I know that under his Chairmanship, Lloyds’ 
responsible business work will continue to flourish 
and Lloyds will play a very important role in helping 
Britain prosper.
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Assurance
Our full 2013 Responsible Business Report has been reviewed 
and an assurance statement has been provided by our external 
independent Stakeholder Panel. 

We have retained the services of PricewaterhouseCoopers LLP 
to provide an independent and robust assessment of selected key 
performance indicators.

You can read both assurance statements on our website:  
www.lloydsbankinggroup-cr.com

DISCLAIMER

FORWARD LOOKING STATEMENTS

This report contains certain forward looking statements with respect to the business, strategy and plans of the Lloyds Banking Group and its 
current goals and expectations relating to its future performance. Statements that are not historical facts, including statements about the 
Lloyds Banking Group or its directors’ and/or management’s beliefs and expectations, are forward looking statements. Words such as 
‘believes’, ‘anticipates’, ‘estimates’, ‘expects’, ‘intends’, ‘aims’, ‘potential’, ’will’, ‘would’, ‘could’, ‘considered’, ‘likely’, ‘estimate’ and variations of 
these words and similar future or conditional expressions are intended to identify forward looking statements but are not the exclusive means 
of identifying such statements. By their nature, forward looking statements involve risk and uncertainty because they relate to events and 
depend upon circumstances that will or may occur in the future.

Examples of such forward looking statements include, but are not limited to: projections or expectations of the Group’s future structure and 
expenditures; statements of plans, objectives or goals of the Group or its management including in respect of certain targets; statements 
about the future business and economic environments in the United Kingdom (UK) and elsewhere including, but not limited to, future trends 
in demographic developments; statements about regulation or technological developments; and statements of assumptions underlying 
such statements.

Factors that could cause actual business, strategy, plans and/or results to differ materially from the plans, objectives, expectations, estimates 
and intentions expressed in such forward looking statements made by the Group or on its behalf include, but are not limited to: general 
economic and business conditions in the UK and internationally; changing demographic developments including mortality and changing 
customer behaviour including consumer spending, saving and borrowing habits; changes to borrower or counterparty credit quality; 
instability in the global financial markets, including Eurozone instability and the impact of any sovereign credit rating downgrade or other 
sovereign financial issues; technological changes; natural and other disasters, adverse weather and similar contingencies outside the Group’s 
control; terrorist acts and other acts of war or hostility and responses to those acts, geopolitical, pandemic or other such events; changes in 
laws or regulations; the policies and actions of governmental or regulatory authorities in the UK, the European Union (EU), the US or 
elsewhere; requirements or limitations imposed on the Group as a result of HM Treasury’s investment in the Group; market related trends and 
developments; exposure to regulatory scrutiny, legal proceedings, regulatory investigations or complaints; the actions of competitors, 
including non-bank financial services and lending companies; and the success of the Group in managing the risks of the foregoing. 

The forward looking statements contained in this report are made as of the date hereof, and Lloyds Banking Group expressly disclaims any 
obligation or undertaking to release publicly any updates or revisions to any forward looking statements contained in this report to reflect any 
change in Lloyds Banking Group’s expectations with regard thereto or any change in events, conditions or circumstances on which any such 
statement is based.

INFORMATION SOURCED FROM THIRD PARTIES

Some of the information in this report is expressly based on information available to it from third party sources. No representation or warranty 
is made by Lloyds Banking Group as to the accuracy or completeness of such information.



Contact us
We would like to hear from you.  

Please get in touch with any  
feedback and queries at  

the following address:

Responsible Business 
Group Corporate Affairs 

Lloyds Banking Group 
25 Gresham Street 

London 
EC2V 7HN

You can also send an e-mail to 
responsible.business@lloydsbanking.com

 

This Summary Report is available in  
alternative formats on request.

This report is printed on Core Silk which is FSC® certified virgin 
fibre. This report was printed using vegetable oil based inks by 
Pureprint Group a CarbonNeutral®  printer certified to ISO 14001 
environmental management system and registered to EMAS the 
Eco Management Audit Scheme.


