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About Credit Reporting Agency

Credit Reporting Agency is the UK’s first internet based credit reference agency, aimed firmly at serving
consumers, rather than business users. It leads the UK market in the provision of online credit file based services
and provides consumers with easy access to information on three websites:

checkmyfile was first in the UK:

- to provide consumers with online access to their credit files;

- to offer consumers the ability to check their own credit score for free and to give plain English explanations of
how credit scoring works.

givemecredit was first in the UK:

- to match lenders to consumer credit ratings for free, using credit scores, to help consumers find the cheapest
deals and to reduce the risks of being declined;

-to publish fully independent reviews of credit card and loan lenders based on expert evaluation and consumer
feedback of customer service experience.

annualcreditreport.co.uk was first in the UK:

- to provide free annual credit reports to consumers to encourage more to check the quality of the information
held about them, and to guard against the increasing threat of identity theft;

- to provide free identity theft prevention services.

About this survey
Each year, Credit Reporting Agency asks its customers to rate their bank or credit card company.
Respondents are incentivised by an invitation to enter a prize draw. This year’s randomly selected winner opted to
receive the cash prize of £250.
Credit Reporting Agency uses the results to ensure that when suggesting financial institutions to its customers on
any of its websites, it can give an independent assessment of the service levels likely to be provided. It also ensures
that applicants are matched to lenders who are most likely to say yes, so the risks of being declined are minimised.
By matching lender appetite to the consumer requirement, Credit Reporting Agency also checks that the APRs on

offer are in line with the creditworthiness of the customer, so customers don’t pay over the odds.

1,735 people took part in this survey. Responses were processed using surveymonkey.com and analysed by Credit
Reporting Agency.

This analysis was published on 12" May 2009.
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Summary of Survey Results

For the first time in 5 years, overall customer service levels from banks fell — with the proportion of respondents
rating their bank as ‘Excellent’ or ‘Very Good’ falling from a peak of 62.3% last year to 55.3% in 2009.

Still First Direct continued its dominance as the top rated bank for the third year running, with a colossal 91.5% (up
from 90.0% in 2008) of people rating its customer service as Excellent or Very Good. Nationwide also emerged
with good overall ratings, improving by one place on last year’s showing. Abbey slipped down the list, from 7" to
10" place amongst the ‘top 10’ banks.

Customer Service ratings by bank
First Direct ; |
Nationwide
RBS
HSBC B Excellent
Natwest | O Very Good
Halifax | O Average
Lloyds TSB @ Not as good as it should be
A&L l M Poor
Barclays | | | |
Abbey ! ! !
0% 20% 40% 60% 80% 100%

Despite the wide range in ratings, long-term customer loyalty is still apparent. 55% of respondents had been with
their current bank for over 11 years, and when asked why they remained loyal, one in three people said it was
simply that they “had always banked with them”.

The fall in customer service levels amongst banks was replicated amongst credit card providers, with overall ratings
dropping from 63.1% (Excellent or Very Good) in 2008 to 55.7% this year. Whilst not to everyone’s taste, American
Express customers gave the card issuer top ratings for the second year running, and First Direct (again) and Tesco
fared very well. The same can’t be said of Barclaycard, who were left once again with the smallest proportion of
respondents ranking their customer service as ‘Excellent’.

The number of people who bore a grudge to such an extent that they would never recommend a particular lender
grew to 41% (from 32.6%), whilst the survey also revealed that the vast majority of people have been affected in
some way by the recession. Optimism that it will end within 12 months was not forthcoming , with 2 in 3 people
believing it will last longer.

Examination of detailed comments received within the survey revealed low consumer confidence in the recession
ending soon, and general resentment towards banks and the suggestion of further bonuses being paid to under-
performing staff.
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Age and Gender Distribution of Sample

Gender distribution

Female 31%

H Male

B Female

Male 69%

Stated age
66+ Under2l
9% 0%

55-65
24%

45-54
21%

B Under 21
m21-34

W 35-44

M 45-54

W 55-65

W 66+
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Distribution of Banking Relationship

Who do you do your day-to-day banking with?

2% B Natwest

4% 2% 14%

M Lloyds TSB
M Barclays
6% B HSBC
M Halifax
M RBS
6% H Other

7% M First Direct
= Nationwide
m A&L

H Abbey

0 11%

Even without the effect of recent mergers, the traditional ‘Big Five’ banks continue to dominate the market -
despite their relative poor showing in customer service comparison.

How long have you had this account?

Less than 1 year i 5.0%

1-3 years _ 12.8%

11 years or more 55.0%

0% 10% 20% 30% 40% 50% 60%
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Customer Service levels compared - banks

How do you rate the service from your bank?

Poor

Not as good
Average
36.7%

Very Good

Excellent 18.6%

0% 5% 10% 15% 20% 25% 30% 35% 40%

Overall, levels of customer satisfaction have fallen —for the first time in 5 years.

Customer Service ratings - banks

20%

First Direct I I
Nationwide |
- | : :
HSBC | | | M Excellent
Natwest | | | | O Very Good
Halifax O Average
Lloyds TSB | | | | @ Not as good as it should be
A&L l l l l M Poor
Barclays | | l l
Abbey ! ! !

40% 60% 80% 100%

First Direct retains its place at the top of the customer service ratings for the third successive year.
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Why survey respondents are loyal to their current bank.

What is the main reason you are with your current bank?

I've always banked with them
Good customer service

Can't be bothered to switch
Because of my poor credit rating
Good interest rate when in credit

Stuck with them because of big overdraft

35.0%

Cheap overdraft 4.2%

0% 5% 10% 15% 20% 25% 30% 35% 40%
Apathy is one of the main reasons that consumers don’t switch to a new current account provider.
Is your account permanently in credit, or is it regularly

overdrawn?

A bit of both h 21.7%

I'm usually overdrawn - 15.6%
My account is always in credit — 62.7%
0% 20% 40% 60% 80%
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Distribution of Credit Card Relationship

Which credit card do you use as your main card?

29 19%1%1%1% 1% 13%
. 2%

2% 2%

2%
3%

3%

5% 8%

5%
7%

5% 7%
M Barclaycard M Cap One m Others B HBoS = MBNA B Lloyds TSB
W Egg M Nat west m HSBC W Tesco B Amex m Virgin
B M and S &More H Nationwide M Vanquis HFD HA&L RBS
% Abbey = Citi Coop M John Lewis Goldfish Sainsburys

How long have you been using this as your main
card?

under 1 year _ 11.6%

1-3vears [N 30.4%
4-10years [N 30.2%

11 years or more — 18.9%

0% 10% 20% 30% 40% 50%
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Main reasons for not switching away from current credit card provider.

What is the main reason you use this particular card the
most?

Convenience 17.4%
Rewards Scheme

It'sthe only one I've got

It's linked to my bank account

High credit limit

Cashback
| can't get another one 7.3%
Low APR 6.4%

4.6%
4.0%
3.5%
2.6%

Lets me keep track of my spending
Security against fraud

0% on purchases

Airmiles

0% 2% 4% 6% 8% 10% 12% 14% 16% 18% 20%

What stops you switching to a new credit card?

4% 3%

M I'm not sure there would be any
real benefit

B The great features my current

8% card has

39%
m | think my credit rating is too
poor

11% H I'm worried I'd be declined

M | can't be bothered

® I'm worried my balance would
be too large to switch

16%
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Customer service levels compared — credit card providers

How do you rate the service from your credit card

provider?
Poor h 5.30%

Notas good [N 7.60%
Average [N 51.40%

37.90%

Very Good

Excellent — 17.80%

0% 5% 10% 15% 20% 25% 30% 35% 40%

Overall customer service levels amongst credit card providers have dropped since last year’s survey.

American Express
First Direct

Tesco

Nationwide

Virgin

M&S

Capital One Platinum
Egg

HSBC

MBNA

Lloyds TSB
Vanquis

Capital One Classic
NatWest

HBoS

Barclaycard

M Excellent

I 4
O Very Good
O Average
@ Not as Good as it should
be

0% 20% 40% 60% 80% 100%
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Typical account repayment habits.

Do you pay your credit card bill in full or part each
month?

| only make the minimum payment each month 12.7%

| than the minimum but less than th
pay more than the minimum but less than the _ 38.3%
full balance

| pay the full balance off each month _ 48.9%

0% 10% 20% 30% 40% 50% 60%

‘Minimum payment makers’ is consistent with the 2008 survey, but significantly more people are now paying off
the full balance each month at 48.9% (41.1%).
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Consumers with strong negative feelings towards a particular lender.

Yes
41%

From personal experience, is there a bank or
credit card that you would never recommend to a
friend?

No
59%

3%

5%

6%

8%

If so, what is main reason for your strong negative

3%
3%

11%

)
2% 1%1%1%
3%

feelings?

19%

17%

17%

B Excessive/unfair charges

B APR very high

B Very poor customer service

B Complete incompetence

B No understanding when in
trouble

® No rewards for loyalty

B Aggressive selling or debt

chasing
B Pushing unwanted products

and services
M Repeated mistakes
M Irresponsible lending
M Overseas call centres
I Low credit limits
Poor credit scoring

Difficulty closing the account

Lack of personal
touch/branches
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Survey respondents’ feelings towards the recession.

How confident do you feel that the recession will

It'll last a lot longer

Not confident

I've no idea

Fairly confident

Very confident

end within 12 months?

— 36%

— 31%

A 16%

A 14%

FZ%

How is the recession affecting you mostly?

4%

18%

3%
M I'm being more careful with
my spending

M My income from savings
has recuced

H I'm tightening up my
spendingin all areas

H I'm not currently badly
affected

A family member has lost
their job

H |'ve lost my job

B My hours have been
reduced
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Consumer feelings towards bank staff being paid bonuses.

How do you feel about bonuses being paid to bank staff?

The Prime Minister should take a much tougher
line with banks

Bonuses should only be resumed when taxpayer
money is repaid

Bonuses should only be paid in share options
Bonuses should be capped

No bonuses should be paid at all

Only lower paid bank staff should receive
performance bonuses

It's a disgrace, | feel outraged enough to switch
banks

If bonuses are capped, bankers will only

increase their salaries anyway

Most staff should get bonuses, but not senior
staff

Because the government gets tax income from

bonuses, it's clearly in a dilema
Without bonus payments, the best bankers will
go abroad to work

Bonuses should be paid to all bank staff

47.4%

44.2%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%
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Are banks doing enough to help consumers and businesses?

Are banks doing enough to provide loans and overdrafts
to ordinary people and businesses?

No, | feel banks are still withdrawing credit and

o)
making the recession much worse 51.1%

No, there is no evidence of help coming from
banks
No. Though | have seen evidence of some
support, it's not in the right areas

Yes, though | have some reservations

Yes, an immediate return to previous lending
levels would be criticised

Yes, absolutely 2.8%

0% 10% 20% 30% 40% 50% 60%
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