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Dear W (N,

Thank you for your letter of 30" October regarding branch closures and the existing
partnership arrangements with the Post Office.

As you note, technological advances and rapid changes in customers’ habits mean that all
banks are increasingly looking to focus investment on digital to meet growing customer
demand for accessing banking via their mobiles and online. Since 2009, our branch usage
has declined 37% and telephone by 26%, while digital has increased 44%. To reflect our
customers’ changing needs, we have invested over £31 million in digital in the UK over
the last three years, including online quarterly updates to our mobile banking application,
the introduction of wi-fi in branches and the launch of our HOME system which allows
customers to complete mortgage applications online.

We have been very conscious, however, of ensuring that we continue to meet the needs of
our whole customer base, including those who prefer non-digital channels. We have
continued to invest in branches and our contact centres, and as you know, partnered with
the Post Office so that our personal current account customers can withdraw and deposit
cash and cheques and carry out balance enquiries.

In relation to branch closures and more vulnerable customers specifically, we only take a
decision to close after a rigorous review and following consideration of what other
measures could be taken to improve a branch’s viability. We identify vulnerable
customers early and offer practical help to address any concerns they might have. This
includes organising one-to-one meetings to discuss their needs and finding alternative
ways to meet their banking requirements, for example, automating pension, dividends or
payments, setting up direct debits and standing orders and providing training on internet,
phone banking and debit card use, including using the ATM for withdrawing cash.
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Rt Hon Dr Vince Cable MP

Secretary of State for Business, Innovation and Skills
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We are currently actively considering how we can build on our partnership with the Post
Office and have discussed with them how we can do this, including extending access to
our small business customers. As noted above, we believe strongly that we need to offer a
range of channels that serve the needs of our customers and that the Post Office is just one
way of ensuring that we provide customers with the right level of access and convenience.
I can update you on the progress of our discussions with the Post Office when we meet on
1 December.

As part of the discussions we are having with the Economic Secretary to the Treasury on
access to banking, we are also considering how we can increase customers’ understanding
of the services we make available through the Post Office.

As you mention, this is a collective challenge for the sector and HSBC would be very
happy to discuss further as part of a wider working group with other banks and the Post
Office.

I look forward to discussing this with you further.
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