17 April 2007

ARSI A .

Dear ws mmmn

I am writing in response to your letter dated 07 March 2007 requesting further
financial information from me in connection with my application to open new Current
Plus and Savings Direct accounts.

Firstly, let me apologise for the delay in responding to your request. 1 am enclosing a
copy of your letter as requested, along with the form you asked me to complete;
however I have not filled this in. This is because I have been less than impressed with
the service I have received since agreeing (at the bank’s request) to open a new
current account with you.

I had telephoned to request that the address on one of my accounts be changed to my
current residence, since statements for this account were still being sent to my
parents’ house (despite my previous instruction to change it; somehow the address
had been updated on one of my two accounts, but not this one). Whilst on the call,
the person | was speaking to noted that I still have a Card Plus account (which I had
opened in December 1999, when I was fifteen). She informed me that I should not
have this account at my age, that it should have become a current account when I
became eighteen, and that she could get it changed for me.

The fact that I still have a Card Plus account, which is without benefits such as a
cheque book and an overdraft, has not been a problem for me thus far, since I opened
a separate student current account when I was eighteen. Indeed, I have on occasion
found it useful to have a second account and have therefore seen no reason to close
the Card Plus one. However, the person on the telephone seemed keen for me to
change it and so I agreed, believing it to be a simple procedure.

I was somewhat irritated therefore when I was put through to someone else who
informed me that I would have to open a brand new account and transfer the money
over to this new one before closing the Card Plus account. Again, I agreed to this,
once more believing it to be a straightforward process. (It was at this point that I was
invited by the telephone operator to open a Savings Direct account; something I
agreed to on the basis that I could use it to earn higher interest on my money while
still being able to transfer it to and from my current account quickly and easily over
the internet.) I had expected to be sent forms in the post for my signature, and so this
was not a problem.



When I received the forms to sign however, I noted that the date [ started living at my
current address was wrong, stating that [ had livedin. = = » = since 1996. This is
something that I certainly never suggested; the whole reason this situation came up
was because | needed to change the address on my account! Nevertheless, I
appreciate that administrative errors can occur, and that your policy requires that an
amendment such as the one I made to that date be followed up and further information
obtained.

I was disappointed however to receive the enclosed form requesting my previous
address and further detailed information on my finances, for the following reasons:

1. T have been a loyal = - customer for more than seven years. Surely the
bank has collected enough information about me to understand how much
money | have coming in every month. You mention in your letter about “the
need for a further credit reference search based on the updated information™,
again, surely the bank should be happy about my credit history given that I

have held accounts with . = for years. T havea =« . credit card;
evidently any credit checks performed when I applied for that were
satisfactory.

Now, as [ have already said I appreciate the need for rigorous procedures and
accept that despite all this it is probably still '« . policy to request this
information from me again (I work as an auditor, and therefore understand
well the necessity for formal controls); but this episode has not exactly made
me feel like a valued customer - far from it. However I would have
completed the enclosed form as requested and sent it back, forgetting my
annoyances had it not been for my second point:

2. 1 was appalled to see the form you asked me to complete. Firstly, there is no
branding — for a large bank this is distinctly unimpressive; I imagine
that there is a frequent requirement to send out a form requesting this kind of
information for almost exactly the same reasons you are requesting it of me.
Surely there must be a standard form! This is important to me since -
headed paper would help maintain the consistency in branding I expect to see
from any large company, help prove that it is an official = . document
and lend credence to the security of any information I should write on it.

Secondly — and worse! — the form is littered with spelling mistakes, bad
grammar and hopelessly inconsistent formatting. 1 would certainly make sure
someone proof-read anything like this for me before I sent it out to a customer
(and this comes back to the need for standard forms, with consistent corporate
branding). Seeing this form gives me no confidence that my confidential
information will be dealt with competently and in a professional manner,
which is why I have not completed it.

Further, I have taken the liberty of making corrections to the form wherever 1
found a spelling mistake, missing question mark or colon, or bad sentence
construction. Indeed, when I looked back at your covering letter I noticed a
tew errors on there too and have corrected these also. Many of these errors are



simple spelling mistakes and would be detected by a spellchecker. The fact
that these basic errors have not been corrected conveys a shoddiness I do not
expect to see from the company I entrust my money to.

Regarding my still pending account applications, I will happily supply any
information you reasonably require provided it is requested in a more appropriate
manner. Otherwise [ am happy with my current banking arrangements with you and
have no real desire to upgrade from my Card Plus account.

Please pass my comments on to your superior so that they may be considered further.
I have up until now been quite happy with the service I have received from «
but I hope you can understand my annoyance over the treatment of this matter.

I sincerely hope that you will take my concerns seriously and let me hear your
response to the points I have raised.

Yours sincerely,

e



OUI‘ I‘ef: '.'.' s
Your ref:

07 March 2007

DearMr .,

o

‘ B
Your recent applicatiosn for XCurrent Plugt and Savings Direct account <,

Thank you for your recent applications. Unfortunately, 1 am not yet able to open your accounts due
to the amendment made to the date you started living at your current address.

As the move was recent, the bank requires your previous address.

he
In addition, due to this change your applications will need tojre-assessed, which includes the need
for a further credit reference search based on the updated information.

Further financial information is now required to support this assessment process and I am enclosing
a proforma, which details the additional information required.

Please complete all details requested on the proforma and return it, together with a copy of this
letter, in the pre-paid envelope provided.

If you have any questions, please feel free to contact our dedicated team who will be happy to help
you further on *. Lines are open from 9am to 5pm, and calls may be recorded.

Yours sincerely,

e

Team Manager
*Lines open 9am to Spm Monday to Friday. Calls may be recorded.

Authorised and regulated by the
Financial Services Authority.




Customer Name: Mr

Previous Address:
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Application ID:

.
Signed:
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Date Moved to Current Address:

Date Moved to Previous Address:
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Customer Account Opening (CAO) Financial Update

Customer Name Mr:

APS Reference Number
Personal Details Customer Palft::lgr _
Title M mrsL] msl ] other

First name

Surname

In order to progress your application for a Current Account, please supply the following information:

Employment details

7
What is your job .

4
When did you start your job.
(MM-YYYY)

"? D Monthly/ Four weekly

How often are youpaid » Fortnightly
B Weekly

- Ll other

i Salary paid to this bank

. Salar‘)ar paid elswhere
Cheque

Cash

_| Other

Not Applicable

Gy

How are you paid

What is vyour monthly

income aft,?r tax & pational
jhsu;%n N

T &




Employment details continued

Employer name:

Building
number/name:

Street name |

Town/City

Postcode:




Financial details

Do you have a cheque
guarantee card !

How many credit
cards do you hold?

Have you ever been| [7]
bankrupt Cves Do

What are your total savings balances?

What are the total balance of your investments
(Please include value of ISA/Stocks & Shares/Bonds
etc.)?

Other assets E.G. Value of Car

How much 46t4l other monthly income do you have?, iatgial o
(Child Benefit/ Bonus Payments/ Share Dividends)

?

Do you have any borrowing excluding mortgages |

aré
How much # your total monthly loan repayments with
us?

e e
How much % your total monthly loan repayments with
other lenders?
Who are your @ther fenders

%ﬁlﬁx\ 2

How much is your)Q’balance of all Credit Cards |
{(Amount owed)?







