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1. Executive Summary 

As those who follow these reports know, my principal focus is to encourage ‘better 
conversations’ between the lenders and their Small and Medium-sized Enterprises 
(SME) customers. Better conversations make all parts of the lending process, even 
being turned down, more of a learning experience for both parties with the aim being 
to make each side understand the expectations of the other and, using that, develop 
a better understanding of what each needs to do to make it work better. 

I have and am seeing many more ‘better conversations’ across all the lenders I work 
with although all of us admit that there is still a good way to go before I will be happy 
with the final outcome. ‘Better conversations’ also need good systems within the 
lender that provide the Relationship Manager and other customer facing and 
decision making staff the information they need to make them work as they should. 
Again I am pleased to say that now without exception all of the lenders involved in 
the Appeals Process have already, or have plans in place to have, systems that 
allow that. As I said in my last Annual Report this system and process change across 
all the banks is to me one of the key successes of the Appeals Process so far and all 
the lenders have approached those changes positively understanding the benefit it 
brings to them as well as their SME customers. 

On the back of those, though there have been many highlights in the Appeals 
Process this year including being now well north of £50 million (see section 6) in 
terms of the additional funding that has been granted to SMEs in the UK, three 
questions or issues that were raised with me during the year, still best frame the 
issues for me both this year and into next. 

The three questions were: 

From a customer - What did I feel should be the final outcome of the Appeals 
Process and what would success look like to me? 

From a banker – Trust between customers and banks while getting better is still not 
back to where it was before the crash. 

From a Government official – Is the increase in compliance and the way it is being 
delivered by the regulators hindering lending? 

I will pick up the issues raised by the banker (section 4) and the official (section 7) 
elsewhere in my report but will answer the one from the customer now as it ties 
together well with what is set out in the rest of this year’s Annual Report. 
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When I started this task four years ago I always said that I saw my role as being one 
of education for everyone (banks, SMEs, Government, and me) involved in making 
lending between banks and SMEs work better for everyone. I paraphrased that last 
year into encouraging ‘better conversations’ between the banks and their customers 
and that is now the real focus on everything I do within the Appeals Process and 
other related areas I am asked to advise on. 

Therefore in terms of what success will look like for me it falls into a number of 
categories namely: 

SMEs – Understanding more clearly and exactly how banks make decisions, why 
they have been turned down for lending if they have, and how they can improve their 
chances of obtaining funding should they wish to reapply. Also, being able to choose 
as far as that is sensibly possible, where and how to have their banking transactions 
done. 

Bank Staff (Mainly Relationship Managers) – Having the training and the 
information they need to have the ‘better conversations’ they should have with their 
SME customers which includes knowing all the areas where the bank may have 
issues that could prohibit or hinder lending to an SME customer. 

Bank Processes – Banks have in place processes, procedures, delegated 
authorities etc., that allow the bank staff to carry out what they need to do to deliver 
on their needs above. 

Bank Systems – That they have an IT system that can deliver clearly and simply the 
information to make the processes work and give the staff the ability to deliver. 

Bank Policy – That there is in place clear and unequivocal policy within the bank on 
what happens in specific circumstance and particularly in terms of to whom they will 
and will not lend and why that it is the case. 

Internal Bank Scrutiny – That the banks have their own internal systems in place to 
ensure that all that they should be doing on Appeals and the above is working well 
and is under constant review and development. 

In terms of how I see success, I group the six above into three groups, namely 
SMEs, then Bank Staff, Processes, Systems, and Policy, and finally Scrutiny. I do 
not get to scrutiny with any of the banks until I am satisfied that they are where they 
need to be with staff, processes, systems, and policy. 

Where I am with each of the 12 banks I now have in the Appeals Process varies so 
there is no single end point for all as all are at different points on this journey. 
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I said that at the end of my fifth year of doing this task I would fully reflect on and 
review where we were with the Appeals Process and that will be one of my major 
focusses for the year ahead, but safe to say that while all the banks that are part of 
the Appeals Process have and are making positive progress, where they are on the 
timeline varies greatly. I have not started yet with any on how they do their own 
internal auditing and compliance on how the Appeals Process within each bank 
operates so there will still be much work for me to do across all the banks but in 
different types, form and time going forward. 

Focussing back on year four, of the key points the one that concerned me most at 
the beginning of the year was the fact that not all banks at the Relationship Manager 
level knew why they had turned down a customer for lending other than in a generic 
way (failed credit score, adverse data, etc.) and had stated that I thought this was 
unacceptable, as it would not allow the Relationship Manager to have those ‘better 
and good conversations’ that are now at the heart of all I do. I am pleased at the end 
of this year that I can say that while not all banks yet have that in place, all now 
agree with me and are embarked on a process to make that so and by the end of 
year five all will have in place either temporary or permanent fixes that will allow 
them to do so, and those with only temporary fixes have plans to put in place more 
permanent solutions as soon as possible. 

In terms of the overall numbers of appeals we have had in year 4, it is up on all the 
previous years but that is not relevant as there are many good reasons why the 
numbers have gone up but as many as why they should come down for example 

a) There are two new banks in the Appeals Process this year so the numbers 
should go up for that even though they are just at the outset of their journey. 

b) We have brought in more declined at source SMEs again this year which will 
increase applications eligible for appeal. 

c) As I mentioned throughout last year in my quarterly report we have now got all 
banks to include overdraft and credit card increase in the numbers as eligible 
for appeal so those numbers have gone up. 

d) All the banks are promoting the Appeals Process both externally and 
internally well and last year they spent a total of almost £6 million on their 
individual awareness raising as well as also helping deal with the issues 
which discourage SMEs from applying for credit in the first place. All this 
resource is also helping address the question put to me by the banker on 
returning trust between banks and SMEs and there is no reason for that to be 
anything other than good. As I have said before in these Annual Reports there 
have always been issues between banks and individual customers and there 
always will be but that is part of any business relationship in any industry and 
should not get in the road of the general good relationship that does exist 
today between most SMEs and their bank. 
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e) We are working with all the banks to get them to improve their decision 
making process so that less are declined immediately but perhaps referred or 
that the bank will make its decline making decision later once it has collected 
more information. This with a number of banks has brought their decline and 
appeal numbers down and we would want that to continue. 

It is a balance therefore between keeping up the pressure on making sure we have 
as many SMEs appealing who can and on getting better decisions made at the right 
time which will cut down the number of initial declines and therefore appeals. 

Suffice to say though that now with almost 13000 appeals across the four years and 
over £50 million in additional lending at an absolute minimum going to SMEs that the 
Appeals Process continues to deliver the positive results it has. Overturn rates 
continue to fall as well but they may level out or stop as time goes on as is explained 
in section 6 of this report. 

Also it is still good to report, as again I have done previously, that a number of the 
banks who are part of the Appeals Process have kept an eye on the performance of 
the lending they have done through overturns compared with their standard lending 
book and that lending through overturns is performing at least as well as the normal 
lending. This shows that the new lending being made through the Appeals Process, 
in all the ways it has increased lending, is not increasing a bank’s risk by doing so. 

Compliance has become more and more a feature of what I and my team see as we 
work with the individual banks to the point that this year’s Annual Report contains a 
section 7 devoted solely to it. This also addresses the final of the three questions 
that I reflected on this year namely is compliance getting in the way of lending and 
there are indications that it could be starting to, so it will be a prime focus for me this 
year. 

Finally in looking forward to year 5 and beyond, but also back over the last four 
years, it is clear that each of the 12 current banks is on its own individual journey in 
terms of the Appeals Process and they are all at different places on it. What I need to 
do now as part of my focus going forward is to work with each to ensure that they all 
reach the same good place for them and their SME customers all be it at different 
times over the coming years.  

 

 

 
Professor Russel Griggs OBE 
Independent External Reviewer 

June 2015 
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2. Introduction 

Year 4 of the Appeals Process has been a year of much activity across all the 
existing banks as well as bringing two new banks wholly into the Appeals Process. 

As I say every year in the Annual Report1 it is my role as the Independent External 
Reviewer of the Appeals Process to ensure that the banks both promote and 
examine appeals in a way that is transparent and fair. In doing that I sit on neither 
side of the lending fence and try, from the evidence I and my team gather, to create 
solutions to issues in the lending process which benefit all parties. This can be from 
any direction and can fall on the lenders but also on customers, those who advise 
them, and on Government itself. 

My focus for myself and my team continues to be: 

1. To ensure that we ourselves see as many cases as we need to satisfy 
ourselves that the process each bank has put in place is working and that we 
have a sufficient evidence base to highlight any issues we need to investigate 
and like past years there have been some this year. 

2. For me personally to focus more of my time meeting with and understanding 
how individual Relationship Managers operate in different parts and sectors of 
the bank. This is not just in terms of what they say and what information they 
have but also to see how each of the now many varied communication 
channels and methods banks have of interacting with their customer are 
working. 

3. For me personally to look in detail at each of the IT systems the bank and 
especially the Relationship Manager use to see if they are fit for purpose in 
terms of giving them the information they require to have the ‘better 
conversation’ with the SME and/or allow them to manage the account for both 
their and the SME’s benefit.  

4. Both I and my team continue to work with each bank to see that all 
applications are included in the Appeals Process including what banks 
classify as ‘declined at source’. I am pleased to report that our propensity to 
find these is reducing, although not to zero yet, which means that I can be 
more certain that all SME applications for lending are included in the Appeals 
Process. 

5. I continue to meet at least twice a year with Accountable Executives within 
each bank who are senior personnel with overall responsibility for the Appeals 
Process at Board level which also allows me to be assured that the issues 
that I find are being dealt with properly within the bank. 

                                                           
1 http://www.betterbusinessfinance.co.uk/independent-reports 

http://www.betterbusinessfinance.co.uk/independent-reports
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The structure of this year’s Annual Report follows the format of the first three and 
focusses first on what economic context this fits into and then looks at what I said we 
would do in the last Report and what progress has been made. It then looks at the 
numbers and changes we have made in our own processes before focussing on 
what we will do in the year to come and where appropriate beyond that. 

As a reminder to all, Annexes A and B set out the original aims and objectives of the 
Appeals Process and the minimum standards that a bank must comply with to be 
part of it. 

I would also once again like to thank all of those who work with me and my team 
wherever they fit into the process for all the positive engagement they have with us, 
sometimes in situations that cannot be comfortable at that time. All of us are 
focussed on making that relationship between the lender and the SME better which 
is exactly where we should all be. 
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3. Current Economic and Financial Context 

I think all economic commentators have commented this year that the UK economy is 
moving forward better and on a more sustainable path than it has done for some 
years. That is not to say that there have not been and will continue to be blips but 
these are becoming more manageable and do still effect the confidence of SMEs in 
some places and sectors. 

In particular a number of reports this year have highlighted specifically progress both 
in economic and lending terms for SMEs and I have picked a few below and a few 
points from each to illustrate the improving context that the Appeals Process now 
operates within. 

A. Treasury Select Committee Report – Conduct and Competition in SME 
Lending2 

‘Official and Industry data, as well as evidence presented to the Committee, show 
that the overall availability of credit has improved since the low point of the 
financial crisis.’ 

‘SMEs’ negative perceptions of banks’ willingness to lend appear to have resulted 
in an increased reluctance of SMEs to apply for credit. However, these 
perceptions may also be too pessimistic – SMEs may be more likely to have their 
applications for credit accepted than they perceive.’ 

‘While businesses may not all directly take an interest in lending statistics 
themselves, their perceptions of the lending environment are influenced by 
commentators and the media, who do. The publication of data on bank lending 
can therefore help to improve businesses’ understanding of banks’ willingness to 
lend.’ 

B. SME Finance Monitor Q4 20143  

‘14% of SMEs in Q4 2014 rated the current economic climate as a major obstacle 
for their business compared to 37% in Q1 2012.’ 

‘6% of SMEs in Q4 2014 rated access to finance as a major obstacle compared 
with 12% in Q1 2013.’ 

‘There has been a steady decline in the proportion of SMEs with a worse than 
average risk rating – down from 56% at its peak to 43% now.’ 

                                                           
2 http://www.parliament.uk/documents/commons-
committees/treasury/Conduct_and_Competition_in_SME_lending.pdf  

3 http://bdrc-continental.com/products/sme-finance-monitor/  

http://www.parliament.uk/documents/commons-committees/treasury/Conduct_and_Competition_in_SME_lending.pdf
http://www.parliament.uk/documents/commons-committees/treasury/Conduct_and_Competition_in_SME_lending.pdf
http://bdrc-continental.com/products/sme-finance-monitor/
http://www.parliament.uk/documents/commons-committees/treasury/Conduct_and_Competition_in_SME_lending.pdf
http://www.parliament.uk/documents/commons-committees/treasury/Conduct_and_Competition_in_SME_lending.pdf
http://bdrc-continental.com/products/sme-finance-monitor/
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‘43% of SMEs were permanent non-borrowers in 2014 compared with 34% in 
2011.’ 

‘3% of SMEs were would be seekers of finance in Q4 2014 who would have liked 
to apply for a loan/ overdraft but felt that something stopped them which was down 
from 7% in Q4 2012.’ 

‘76% of SME applicants applying for new/ renewed loan or overdraft finance were 
successful compared with 67% in Q4 2013.’ 

C. Business Access to Finance 2014 – Department of Enterprise, Trade and 
Investment Northern Ireland4 

‘40% of SMEs reported that they were growing compared with 16% in 2012’ 

‘Only 13% of SMEs described themselves as in reducing/ survival mode compared 
with 45% in 2012.’ 

‘98% of SMEs who applied for a bank loan in 2014 were either wholly or partially 
successful compared with 70% in 2012.’ 

‘Almost two thirds of SMEs stated that the relationship with their banks was either 
very good or quite good.’ 

‘40% of SMEs agreed that banks are currently lending to viable businesses 
compared to 28% in 2012.’ 

All the above reflect what I have seen from all the individual customers and business 
trade associations I have spoken to this year plus what we have seen coming 
through for each of the banks, so there is a more solid economic environment to build 
all the changes that I am working on with the banks around. 

What is also clear though is that SMEs are also in general thinking longer and harder 
about each decision they make in terms of their business. This is not a criticism but 
reflects the more ‘sensible’ way that SMEs are planning for the future. From the 
customers I have spoken to this year part of this is because of the differencing 
options in lending that are now available but also on the work/ life balance that many 
more are seeking to achieve. This ‘prudence’ is also reflected in the increasing 
amount of cash held by banks for their customers and the continuance by a 
significant number to pay off existing debt first before taking on new. 

                                                           
4 http://www.detini.gov.uk/business_access_to_finance_2014.pdf 

 

http://www.detini.gov.uk/business_access_to_finance_2014.pdf
http://www.detini.gov.uk/business_access_to_finance_2014.pdf
http://www.detini.gov.uk/business_access_to_finance_2014.pdf
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4. Priorities for Year Four  

Last year, as I do every year, I set out what my own priorities were for the coming 
year to ensure that there is a coherent flow to what the Appeals Process does. All 
centred on making sure that the conversation between lenders and SME customers 
continues to improve so both parties benefit. 

Under that overarching umbrella there were a number of specific issues on which I 
focussed attention. 

a) Ensuring that all banks can tell their customers clearly and precisely why they 
were declined for lending and what they might be able to do to change that 
decision over time. 

I am pleased to report that all the 12 banks that are now part of the Appeals 
Process either can do that now or have in place a plan to make it happen in the 
coming year. This is a big step forward from where we were at this time last year 
where I had real concerns that customers, and indeed some Relationship 
Managers, were only aware of a generic reason why a customer was turned 
down – usually failed credit score – which materially and in some cases totally 
prohibits a good conversation on how the reason can be resolved. While all the 
banks, bar one, will continue to use credit reference data in some form to make 
lending decisions on, especially at the smaller end of the lending spectrum, 
those that were unable to provide that clear reason will, over the course of the 
coming year, be able to do so which is a huge step forward for all sides of the 
lending equation. I will still be monitoring progress on the introduction of these 
new processes throughout the coming year but no-one now is not accepting the 
desire and need to make it happen. As I said last year, that a bank cannot tell a 
customer precisely why they were turned down for lending and therefore what 
they may be able to do over time to rectify that, is unacceptable not just for the 
customer but for the bank itself. 

b) Working with all sides of the ‘awareness debate’ to make sure that where 
resource is being spent to raise awareness that it is being channelled and 
focussed in the areas where it makes most impact. Also work with all parties to 
try and put in place metrics which we all agree can measure progress. I am not 
sure we have that just now. 

In last year’s Annual Report I outlined the ways that I intended to put in place to 

ensure that the banks enhanced the awareness of the Appeals Process. 

These were:  

i) A generic campaign mainly through social media throughout the year which 

would enhance SME knowledge of the Appeals Process. 
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The Better Business Finance (BBF) campaign ran throughout 2014, 
bringing the Appeals Process and wider campaign messages to more than 
10 million people online.  It was an integrated communications campaign 
which ran throughout the year, supported by online advertising, social 
media engagement and public relations activity, as well as information 
provided via bank websites, directly to customers and via third party 
business groups. 

At the heart of the campaign was the new Better Business Finance 
website5, which was created for the campaign and promoted across a 
range of marketing channels.  The campaign site continues to be updated 
with guidance pieces and blog posts covering topics of interest for SME 
owners, highlighting the Appeals Process, and is supported by active social 
media channels.  

From the latest figures at the end of 2014, an estimated 10.3 million people 
had seen the campaign since it started. Media coverage of the campaign 
reached 71% of the key audience of SME owner/managers and there had 
been a 122% increase in visits to the Better Business Finance website 
compared to the same period in 2013. Overall, the Appeals advertising 
performed most highly out of all the campaign executions, reflecting its 
strong call to action. 

Annexe F sets out more of the detail of the campaign and its impact. While 
it was successful and set a good foundation I do not feel that spending 
more resource of whatever kind in a generic campaign is the best way 
forward as it is clear from the section below which sets out what the 
individual banks are doing, that continuing to encourage them each 
individually to keep awareness raising at the heart of what they each do is 
the best way forward. 

ii) While contributing to a generic campaign is one way of showing 
commitment to an initiative, for me the way I will know that each bank is 
committed itself to the Appeals Process is the amount of awareness raising 
– both within the bank and to their customers – which they do individually. 
To that end as part of their ongoing Action Plan, which I discuss in more 
detail in f) below, I have asked each now to complete an Awareness 
Template of what they are doing individually. 

The Awareness Template collects the following information for each bank 

• A description of that individual item 
• Its purpose 

                                                           
5 http://www.betterbusinessfinance.co.uk/  

http://www.betterbusinessfinance.co.uk/
http://www.betterbusinessfinance.co.uk/
http://www.betterbusinessfinance.co.uk/
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• What is the customer group it is targeting – external and/ or internal 
• When it is taking place 
• What media or other form of delivery they will use 
• What is its reach in terms of customers and/ or internal staff i.e. how 

many people does it get to 
• What is the total cost to the bank 
• Any other comments that they wish to make. 

I have now had templates back from all the banks over the last year and can 
report that they have spent almost £6 million between them which is well over 
ten times the amount they spent jointly on the generic campaign described in 
i) above. 

Annexe G gives examples of the many different ways the banks have used 
which shows the wide variety both internally and externally. 

Personally I think that this spend is more focussed and brings better results 
than a generic campaign, and I have sight already of substantial spend on this 
issue into next year. Going into next year I have set each of the banks a reach 
target of at least 90% of all their SME customers at least once in the year 
receiving an awareness message for the Appeals Process, and one internal 
message per quarter reminding their staff of the Appeals Process. 

iii) In my last Annual Report I described the process I and my team also carry out 
to ensure that those customers that are declined but do not appeal are not 
latent appellants who for whatever reason have not chosen to appeal. Last 
year I reported that for those banks where we had done the sampling and 
investigation work there were under 5% of those who were declined who 
might have warranted a second look – not that they would be appealable or 
overturned – and from those same banks we have looked at again and now 
into others we are not seeing any real difference which is encouraging and 
shows that those not appealing are not missing out. 

iv) I stated last year and in my quarterly reports that one of my targets this year 
would be to get each of the banks to start their own internal market research 
on customers who had been declined within the last 2-3 months but had not 
appealed to see what level of awareness of the Appeals Process they had. I 
am pleased to report now that each bank has agreed with me a process of 
how they will do this and from the initial results to date – as it is still in its early 
days – awareness levels are positive, but it would be wrong to quote exact 
numbers until I have more data to look at and the numbers are substantive in 
terms of quantity. I would hope in a later quarterly report this year, or the latest 
in my next Annual Report, to be able to detail more exactly what those 
numbers show. 
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In summary therefore in terms of awareness, I am content that all the banks are 
devoting considerable thought and resource to ensuring that both their 
customers and staff are aware not only of the process but of the benefits it can 
bring. While generic campaigns can be useful I now believe that working with the 
individual banks to ensure that they are delivering the positive message they 
want around the Appeals Process is the best way forward. Each of the banks I 
work with now sees the positive results that the Appeals Process is bringing to 
them in extra lending to SMEs which is why not only are they spending resource 
on improving awareness but also over the last four years and into the future 
improving their processes and systems to give both their staff and their SME 
customer the better lending experience we all want. 

c) Bring in at least two, but hopefully three, new banks into the Appeals Process. 

 As I have mentioned across the quarterly reports over the last year both the 
TSB and Clydesdale (which includes their Yorkshire Bank brand) have joined 
which we expected and they are now both up and running. TSB brought a lot 
of the work that Lloyds had already done on this with them but have adapted 
and developed it to fit with the way of working they are now adopting which is 
working well. Clydesdale/ Yorkshire were totally new to this and I have to 
commend them for how they have used this as a positive tool of change within 
the bank and seen it as I do, as a way of ensuring that customers and staff 
are having the type of banking and lending conversations we would all wish 
for. 

I am about to begin discussions with Williams & Glyn bank which from the 
press can be seen will be the spin out from the RBS group sometime in the 
next year or so. I am pleased that we have started early on those discussions 
as they are building up their own systems on lending and building in the 
Appeals Process as they do that will be good for all parties and I hope add 
value to all.  This will bring the total number of banks involved in the Appeals 
Process to 13. 

d) With each bank identify all the systems that are involved in an SME customer 
making an application and understand how the Relationship Managers use 
them. 

I have been round all the banks now and, while I still have one or two systems 
to see, I can say that all now have in place or have plans to put in place 
systems that in my view give them the ability to have that good conversation 
in terms of data availability and sight of the key information they need to make 
their decisions. For those that still have work to do in making their core 
systems fully fit for purpose there are project plans in place to deliver them at 
an agreed timescale into the next year and in some cases beyond. That I 
should say is not because they do not see this as a priority but these large IT 
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systems are complex and development and testing take time and I would 
rather that a well developed and tested system was put in place rather than a 
quick fix which may not stand the test of time. 

Apart from the ways that each IT and input system works, what has interested 
me most is how systems are being adapted to reflect the changing ways that 
SME customers wish to interact with their bank.  

There appears to be a continuing myth that SME customers wish to go into a 
bank branch and see someone face to face to transact a lot of their business. 
That is no longer the case and while I am sure availability of branches is a key 
factor, sometimes being able to speak to someone who can make a decision 
the SME desires at a time and place that suits the SME is more important to 
them. Therefore I see more and more good examples of banks using 
telephony not just with small SMEs but with SMEs of all sizes where the bank 
and the customer find it a better way to operate. One of our banks now 
operates only on a telephony interface with customers for just now and I have 
to say I have witnessed some of those conversations, and they are as good if 
not better than ones I have seen on a face to face basis. For example I 
witnessed a 45 minute conversation between a bank and their customer for 
the renewal of a £10,000 overdraft where the bank had arranged to call the 
customer at an agreed time and the customer, who was a builder, had the 
conversation from the passenger seat of a car as he was being driven from 
one site to another. What such calls do mean is that both parties have to be 
clear beforehand what they will need in terms of information to hand and in 
this case the call had been planned well and the bank went through their 
usual robust analysis of the business which the customer had all the 
information to answer well, so a happy conclusion was reached at the end of 
the call. 

That is not to say that face to face does not still have a place in banking for 
SMEs but both the customer and the bank are now using the varying and 
growing differing information channels to interact with each other at times, in 
places and in ways that they are both comfortable with. 

What I have also noticed more this year is how compliance is altering systems 
as banks strive to integrate the growing pressure of regulation from the 
Financial Conduct Authority (FCA) and elsewhere. I will discuss that more 
fully in Section 7 of this report. 

e) Continue to ensure that all customers who should get the right to appeal are 
getting the right to appeal, and not being filtered out at source. 

‘Declined at source’ is a familiar term to any banker and in simple terms states 
that the customer was declined before entering the bank’s formal application 
system. Those who have read these reports over the last few years know that 
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I was uncomfortable about this when we started and have worked with the 
banks to widen this definition so that ‘declined at source’ now means only 
those customers who have asked informally for lending but no new 
information has ever been exchanged between the bank and the customer. If 
the customer, having asked for lending, was asked for or gave the bank any 
new information that they did not have before – either verbally or in hard or 
soft copy – then an application is deemed to have been made and therefore 
the customer is entitled to an appeal. 

In the first few years we gathered in many applications that traditionally in 
some banks would not have been counted as applications so my ability to find 
more happily is becoming less. That does not say that I do not come across 
some from time to time and have done so again this past year but the good 
thing now is that banks pull them in quickly once found as we all agree on the 
definition so there is no dispute. That is why it is difficult to look at the Appeals 
numbers year on year as the base changes not just upward in terms of those 
that have been gathered into the process but also downward in those where a 
system or process has been changed which means a decline for that reason 
will not happen again. I will discuss this more in section 6 on Appeals 
numbers later in the report. 

Finally under this heading I am also now focussing on what lenders call 
'policy' decisions where a bank can decline an application because it does not 
lend for a policy reason. All banks have areas where for a prescribed reason 
they will not lend. This can vary from terrorism and money laundering to, on 
specific occasions, a bank deciding for a period that they will not lend to a 
particular sector due to its current issues. Where the bank will never lend in 
those circumstances then the application is not in scope for Appeals as it is a 
'policy' exclusion. However what I have been working with all the banks is to 
redefine that exclusion as it has become clear that in some cases policy 
exclusions can be accepted for lending and businesses covered by them can 
be provided credit. Let me be clear that is never in the areas of policy where, 
for instance, terrorism or money laundering would apply but usually in 
sectorial exclusions where the bank does look at individual cases and may 
lend out of policy. Therefore I have agreed with the banks now that only policy 
exclusions are out of scope where they will never lend are out of scope and all 
others are in scope which has again brought some applications into the 
Appeals Process.. 

f) Continue to use the Action Plans I have with each bank as dynamic 
documents which are added to and change as we work with them on issues 
we both agree need addressing within that bank. 

All the 12 banks we now work with have individual Action Plans that change 
each quarter as I meet with them. The Action Plan is the document I use to 



 

16 
 

hold each bank to account across a variety of issues relating to the Appeals 
Process. They are of varying size, length, and substance depending where 
we are with each bank but all are putting the management and personnel 
resource they need to into ensuring that the actions within them are dealt with 
and that I have plans and in some cases large project plans for specific items. 
I will continue to work with each of the banks to highlight the key areas of 
improvement or change and across all on things like awareness, declines 
sampling, research, and other generic issues that all have them in their plans. 

g) Continue to enhance our own data set and look deeper into it to establish any 
further issues which need addressing. 

The data set we have is increasing and is allowing us to look in more detail at 
many issues. Annexe C shows the case form that a bank is required to 
complete on every appealed case they receive. However, not all as yet fill in 
one for every appeal and focus has been more for those that are overturned. 
This is due to a number of reasons across the banks in terms of where and 
how the data is collected etc. but we are working with each bank to increase 
the number of case sheets we get and for the first time next year I intend to 
add this to the Action Plan to see how we can increase the number.  

The table below sets out the detail of how many review sheets we receive 
and, as can be seen, it is still almost half of all appeals along with two thirds of 
all overturns for the last three years. We also have reviewed almost 90% of all 
overturned sheets so I am still happy that in terms of auditing, the banks are 
following the Appeals Process. 

 
Appeals & Overturns Table Years 1-4 (April 2011 – March 2015) 
 

 
 
 

Appeals - April 2011 to March 2015 
Year One

Apr 2011 -
Mar 2012

Year Two
Apr 2012 -
Mar 2013

Year Three
Apr 2013 -
Mar 2014

Year Four
Apr 2014 -
Mar 2015

Apr 2011 -
Mar 2015

Total

No. of Appeals Reported by Banks 2177 3311 3518 3752 12758

No. of Appeals for which Review Sheets Received (Data Captured) 946 1777 1759 1772 6254

Appeals Reported by Banks/Review Sheets Received (Data Captured) 43.5% 53.7% 50.0% 47.2% 49.0%

No. of Appeal Case Files Reviewed (Audited) by Promontory 946 1028 972 1103 4049

Review Sheets Received (Data Captured)/(Audited) by Promontory 100.0% 57.9% 55.3% 62.2% 64.7%

No. of Appeal Overturns Reported by Banks 860 1298 1116 991 4265

No. of Appeal Overturns for which Review Sheets Received (Data Captured) 426 816 733 664 2639

No of Appeal Overturns Reported/Review Sheets Received (Data Captured) 49.5% 62.9% 65.7% 67.0% 61.9%

No. of Appeal Overturn Case Files Reviewed (Audited) by Promontory 426 646 611 602 2285

No of Appeal Overturns Review Sheets Received (Data Captured)/(Audited) by Promontory 100.0% 79.2% 83.4% 90.7% 86.6%
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h) Work with the FCA, HMT and others to examine whether the Consumer Credit 
Act in its current form is ‘fit for purpose’ in terms of ensuring that SME 
businesses are treated correctly given that they are different in some respects 
to consumers. 

The specific point referred to above is still being progressed both by myself 
and by the industry now in conjunction with the FCA but is making slow 
progress for various reasons and I will keep pushing this with both parties. 

However during this year other issues around compliance, which I have raised 
generally before, are now concerning me so have decided to deal with them 
under a separate section on compliance later in this report (section 7). 

i) Work with each bank to see how they are addressing the issues that 
discourage SMEs from applying for lending.  

I took on this task after the publication of an academic paper ‘Back to 
Borrowing? Perspectives on the ‘Arc of Discouragement’’6 by Stuart Fraser 
from Warwick University in March 2014.  

It dealt with what the factors are that could or do deter SMEs from applying for 
lending in the first place. 

I should point out that from all the research done to date, the number of SMEs 
who are discouraged appears to be very small but since we are all striving to 
ensure that as few hurdles are put in place as possible, then it is an area 
where we can all learn more but it is very much an individual bank by bank 
process taking into account how each deals with their customers.  

At the heart of this is the banker question I highlight in the Executive 
Summary to this report namely: 

From a banker – Trust between customers and banks while getting better is 
still not back to where it was pre the crash 

What the paper highlights is that a lot of SME views and decisions around 
lending are based on perceptions which may or may not be true but are how 
an individual SME sees the world. 

In more specific terms it highlighted that from both a negative and positive 
point of view lending habits can be affected by issues and some examples of 
those are set out below: 

• Perceptions (bias) vary with the economic cycle. 

                                                           
6 http://www.enterpriseresearch.ac.uk/wp-content/uploads/2014/03/ERC-White-Paper-8-Discouragement-
Stuart-Fraser-Full-March-2014.pdf  

http://www.enterpriseresearch.ac.uk/wp-content/uploads/2014/03/ERC-White-Paper-8-Discouragement-Stuart-Fraser-Full-March-2014.pdf
http://www.enterpriseresearch.ac.uk/wp-content/uploads/2014/03/ERC-White-Paper-8-Discouragement-Stuart-Fraser-Full-March-2014.pdf
http://www.enterpriseresearch.ac.uk/wp-content/uploads/2014/03/ERC-White-Paper-8-Discouragement-Stuart-Fraser-Full-March-2014.pdf
http://www.enterpriseresearch.ac.uk/wp-content/uploads/2014/03/ERC-White-Paper-8-Discouragement-Stuart-Fraser-Full-March-2014.pdf
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– Perceptions improving as confidence returns. 
• Perceptions are sensitive to levels of satisfaction with bank. 

– A key reason for dissatisfaction is previous rejection and 
how this was handled (see qualitative analysis). 

• Perceptions bias bigger for smallest firms. 
– Least sophisticated/ confident businesses. 

• Awareness of Lending Code/ Principles improves perceptions 
– Raise expectations about service entitlement. 

• Marginal negative impact of media coverage. 
– Not a primary cause of poor perceptions (see qualitative 

analysis). 
• Negative experiences of business peers more significant. 
• A number of issues related to the application process increase costs. 

– Perceptions of security requirements/ Terms and Conditions 
(T&Cs) in particular. 

• Being approached by a bank about lending significantly lowers 
application costs.  

– Especially an approach by your own bank. 
• Awareness of the Appeals Process makes applying seem more 

worthwhile. 
– Awareness of Enterprise Finance Guarantee (EFG) to a 

lesser extent. 
• Concerns about the economic climate raise perceived hurdles in 

applying.  
– State of economy affects perceived success and hurdles. 

• Higher hurdles also for younger and smaller businesses 
– Role for business support agencies.  

From those it was clear that we all:  

• Now have a clearer understanding of the mechanisms of 
discouragement. 

– Reducing discouragement depends on both improving 
perceived chances of success and lowering hurdles/ 
application costs: 

• Principal actions for banks in improving service/ handling of rejections 
and support. 

– Better implementation of Lending Code/ Principles. 
– Also banks, British Bankers' Association (BBA) and 

business support groups to seek to raise awareness of 
lending support initiatives. 

– And raising awareness of alternative sources of finance to 
improve perceptions generally. 
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Over the last year I have worked with each of the banks on this as how each 
bank responds to this depends on what their own business focus and appetite 
is with different groups of businesses and sectors. 

All the banks have responded positively to this and have put a lot of effort and 
resource into this. For example one bank has spent almost £14 million in that 
last year getting a positive message out to its customers on its desire to lend 
to good businesses. Therefore I am happy that the banks have taken this 
challenge seriously and understand that it is in their interests to encourage not 
discourage SMEs to apply for credit and while all may not get what they ask 
for it is again developing those better conversations I strive for all the time that 
help both sides make this better and more fulfilling for all parties. 

What is needed now is for this positive work by lenders to be followed up by 
Trade Associations, Government, SME intermediaries, and others who have 
influence on SMEs to highlight that many of the perceptions they have may 
not be true and each SME should decide for itself and test the water more to 
decide for itself what the real situation is on lending. 

Part of discouragement also comes from SMEs’ views on credit scoring which 
is why section j below remains important.  

j) Continue my work with all stakeholders to see what can be done to make the 
credit scoring environment more useful and certain for all. 

I think I can now say that at the end of this year just passed, no lender is now 
relying on just a credit score from a Credit Reference Agency to make their 
decisions on. By that I do not mean that they do not use credit scoring or 
Credit Reference Agency data as part of that decision process but that they 
are not just buying the credit score from a Credit Reference Agency and do 
not know how that score was compiled but are buying data from the Credit 
Reference Agency which they can then build into their own systems and 
algorithms so they know which individual piece of data is causing concern 
should a flag be raised. While all banks may not be wholly there yet all have 
now accepted that needing to know what lies behind the score is critical if you 
are to explain well to a customer why they have been turned down and 
therefore what they may be able to do to reverse it. Those that are not quite 
there yet now have plans which I am happy with, so this will happen soon and 
all with definitive dates for doing so. 

Also I have continued to strive to get adverse and non-adverse data defined 
more clearly as adverse usually means that it will be difficult to lend to a 
businesses for clear and sensible reasons while the other parts of credit data 
cover things where a resolution can usually be found even if that may have to 
be over a period of time.  
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However, new issues keep popping up and it is worth stating that in recent 
months another issue has been highlighted which has given me concern 
which I am now pursuing. 

When Limited Companies do not file their accounts with Companies House on 
time they get a letter from them which states that if they do not file them within 
a prescribed period then the company will be dissolved. It is only in the last 
few months that we have started to see companies being turned down for 
lending with that being the primary reason as, technically, it is a threat of 
dissolution so would be classed by banks as adverse data and therefore 
prohibit lending. One bank had so many of these over a couple of months that 
it has had to put in a manual work around as all banks know that the vast 
majority of companies that receive this letter submit their accounts, so it is not 
a concern. My concern is why all of a sudden this has started to happen. I 
have now had the opportunity to discuss it with Companies House and there 
appears to be neither any increase in the number of these letters that have 
been sent out nor has the wording changed. I am therefore now going to 
discuss this with the Credit Reference Agencies to try and determine why this 
is happening all of a sudden and will report in one of my quarterly reports as 
all parties agree that it is only in extremis that this issue is of concern to a 
bank. It does show though, that things can change in data used by banks to 
assess lending which sometimes make no initial sense to those looking at it.  

Ensuring that credit data is used correctly will continue to be a key factor for 
me as all the longitudinal empirical data shows that it does, when used 
correctly, give the basis for good lending decisions so it adds real positive 
value to the better lending conversations and can help both the lender and the 
SME better understand what the issues are they need to resolve. 

k) Continue to meet with Relationship Managers and customers to see what 
their issues are and whether we are aware of them. 

Meeting with staff of all the 12 banks that are now part of the Appeals Process 
continues to be one of the most fulfilling parts of this for myself. 

While the media and others may not always think so, Relationship Managers 
in all the banks I work with do work hard to try and lend to SMEs and in more 
cases than not are on the side of the SME either in terms of getting them the 
funding they require or working with them to change what they do to make it 
possible to obtain funding.  

I have also met with some interesting customers this year most of whom have 
been successful in looking for funding but what has been clear from them all 
is there is now much more thought and good old fashioned common sense 
being put in by SMEs deciding what they want to do with their businesses. 
While I have seen many who want to grow there have been many differing 
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ways of doing that which would lead me to believe that life balance as well as 
business growth is now playing an important part of how owners look at taking 
their businesses forward. 

Returning to Relationship Managers, it is good to see that capability training 
across a wide range of issues and subjects continues to be a key theme from 
all the banks with gaining knowledge and having that accredited being key 
features which can only enhance what they do and also ensures that those 
that get into key lending positions or sectors can add real value. 
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5. Auditing Practices in Year 4 

As I have referred to in my previous reports, when we first started this work, no one 
had ever done this before.  In the last four years, both I and my review team have 
built a deep knowledge of the banks’ different processes and approaches and this 
helped to ensure that I have delivered a robust and sound process that is beneficial 
for the SME businesses and for the banks. 

My review team, which continues to number eight staff, has continued with its 
programme of site visits to each bank during the year. The team, which has a broad 
range of relevant backgrounds in banking and financial services, has continued with 
its methodical approach to reviewing some 1100 appeal case files during the year. 
This equates to 29% of the total number of appeals received by the banks (April 
2014 to March 2015).  As in Year 3, the banks are asked to fill in Appeal Forms 
(Annexe G) themselves and submit these on a monthly basis and my review team 
generally visit each bank on at least a quarterly basis in line with an agreed protocol 
(Annexe D).  Where the level of appeals is perceived to be high, or the level of 
overturns above what we might expect, additional visits have taken place.  Based on 
four years of appeal case file reviews, we now have a detailed dataset relating to 
over 6,250 cases (49% of the total number of appeals received by the banks over 
the same period).   In addition, we have gained valuable additional information from 
the decline sampling work where I and my audit team have looked at lending files at 
an earlier stage in the process. 

As previously discussed, the decline sampling process required the development of 
new methodologies to undertake this work with each bank.  My team and I held 
detailed discussions with the banks to establish the most effective and efficient way 
of undertaking this work.  During the year, I and my team have completed reviews 
with three of the banks. I have also identified and agreed with the other banks what 
issues need to be resolved and/or other action taken before the work can be 
completed (Annexe I). 

It is important to restate that each bank operates differently and within each bank 
there are a range of processes that cover different product lines and lending access 
routes.  We have and will continue to adapt the underlying principles of the Appeals 
Process to reflect these differences.  Written recommendations continue to be made, 
and these have been positively received by the banks, after each site visit. 
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Both the work on the decline sampling and the routine site visits, have highlighted 
that a key benefit from the Appeals Process is the recommendations that result in 
process change, some of which are significant.  The experience I and my team bring 
to its work has enabled the banks to identify key areas for improvements and 
change.  Strong relationships have been established with each of the banks which 
have resulted in positive outcomes towards recommendations made. We will 
continue to challenge constructively, highlighting the strength of the independence 
my team and I continue to bring to the Appeals Process. 
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6. Key Numbers for Year 4 

Year 4 has seen the numbers for the Appeals Process strengthen. I use that word 
specifically because the Appeals Process can no longer just be about seeing the 
number rise – which they still are – but looking behind what the numbers mean. 

Over the last three years, depending on which way you look at it, appeals numbers 
while increasing, have actually been quite steady. However that total picture hides 
much else across the individual banks and indeed within many as there have been 
ups and downs in banks and products within them. 

While I, and more and more the banks themselves, have focussed on getting 
awareness levels of the Appeals Process higher so on the other hand have I and the 
individual banks focussed on getting their processes better so that they decline less 
customers they should not have initially or refer more for a second look before finally 
deciding. That latter focus is the most important as if all I did was get more SMEs to 
appeal without changing the reasons for their decline in the first place, where that 
was not what it should have been, then we would all make little progress. Therefore 
decline, appeal and overturn numbers are down for some banks but that is good as 
we have worked jointly to look at how they operate and put in place processes that 
refer more and decline less at the outset which in turn leads to a better explanation if 
they do decline which means there are less appeals but probably more re 
applications at a later date in a better and more acceptable form. Also not all banks 
were catching overdraft or credit card level increase requests in their Appeals 
Process so were not allowing everyone the right to appeal they should have. Also 
while I have explained elsewhere in this report that my and my team’s propensity to 
find new ‘declined at source’ applications to raise numbers is reducing we do still 
have one or two more to capture so that will fit future numbers as well. Throughout 
last year as I mentioned in my quarterly reports that has been rectified bank by bank 
and I think we are just about there now with all being in the same place with all 
customer who should being included. 

Therefore I continue to be impressed by the way that the banks have taken that on 
board and I can now state quite categorically that all the banks that are now part of 
the Appeals Process now make better decisions and have better conversations with 
their customers than they did before the Appeals Process started. Also their systems 
are now better as well. This shows practically in the table below in that the overturn 
rate is falling which shows that more correct decisions are being made first time. 

The key to that has been us all realising that making better decisions and having 
better conversations allows them to lend more safely and thus enhance their lending 
book and their own commercial position. The Appeals Process is now seen as a way 
to get more and better lending rather than something that the lender has to do which 
shows they got it wrong. That has been a huge step forward for all. That also does 
not mean just that more SMEs have received lending they might not have otherwise, 
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but also those who did not and should not, now better understand why and what they 
can do to correct that into the future. 

All the above highlights why the numbers are not as important to me in themselves 
as they were; it is what lies behind them now that is most important. 

The same balance applies to the overturn rate which has continued to reduce which 
reflects all the good work that is being done to make good decisions better and 
earlier, but it may slow down or even stop reducing in years to come as what each 
bank can do to reduce it is not the same as they all operate differently with 
customers. Some will refer more but some will work to rectify post decline and both 
may reach the same result. While refer is, in my opinion, always better where it can 
be applied that is not always possible due to a variety of reasons ranging from where 
and how the SME applied, to how the banks structures its risk process; if the same 
positive conclusion is achieved then that is all that matters for the SME and the 
lender so again there has to be a balance in how the overturn rate is viewed as well. 

I still though remain prudent in what I report in terms of numbers and will only show 
what I can verify. This applies particularly in terms of the amount of new lending that 
the Appeals Process has generated. 

The number of £51.7 million which is set out in the table below is only the lending 
that we can identify from the individual data sheets that we receive from the banks 
as part of the audit process. As can be seen in the table in Section 4 g) above, we 
only have data sheets for 86.6% of all overturns. Also I know that the process and 
system changes that we have worked with individual banks to put in place, plus 
many now doing many more refers before they make the final decision, has also 
added greatly to those receiving extra lending. However I do not add any estimate of 
either of those to what I report as it would be exactly an estimate, and I only wish to 
report what I can categorically evidence. However, what I can say is that the number 
of £51.7 million reported is lower than the real figure of new lending that has taken 
place because of the Appeals Process but I do not know what that total number is. 

This year for the first time I show in the two tables below not only the year on year 
comparison data but also the quarterly data for the last two years to give further 
detail showing more exact progress. 
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The two graphs below show the same data in a different form. 

Appeals Table Years 1-4 (April 2011 – March 2015) 

 

 

Appeals Table Years 3 + 4, Q1, Q2, Q3 + Q4 Appeals only 

 

 

 

Appeals - April 2011 to March 2015
Year One
Apr 2011 -
Mar 2012

Year Two
Apr 2012 -
Mar 2013

Year Three
Apr 2013 -
Mar 2014

Year Four
Apr 2014 -
Mar 2015

Apr 2011 -
Mar 2015

Total

Total No. of Appeals Received (ALL BANKS) 2177 3311 3518 3752 12758

Total No. of Appeals Overturned (ALL BANKS) 860 1298 1116 991 4265

Overturn rate (based on Appeals Received - ALL BANKS) 39.5% 39.2% 31.7% 26.4% 33.4%

Total Value of Appeals Overturned = £ millions £10.0 £18.5 £13.1 £10.1 £51.7

Total No. of Appeals Received (Excluding Credit Cards) 1587 2146 2581 2147 8461

Total No. of Appeals Overturned (Excluding Credit Cards) 518 634 730 421 2303

Overturn rate (based on Appeals Received - Excluding Credit Cards) 32.6% 29.5% 28.3% 19.6% 27.2%

Total Value of Appeals Overturned (Excl. Credit Cards) - £ millions £9.7 £17.7 £12.7 £9.3 £49.4

Total No. of Cases Reviewed 946 1777 1759 1772 6254

Total No. of Cases Reviewed/Total No. of Appeals (as %) 43.5% 53.7% 50.0% 47.2% 49.0%

Total No. of Overturn Cases Reviewed/Total No. of Overturn Cases (as %) 49.5% 62.9% 65.7% 67.0% 61.9%

NB: Cases Reviewed and Overturn values based on data captured to date

Comparison By Quarter
Q1 Q2 Q3 Q4

Apr 2013 -
Jun 2013

Apr 2014 -
Jun 2014

Jul 2013-
Sep 2013

Jul 2014-
Sep 2014

Oct 2013-
Dec 2013

Oct 2014-
Dec 2014

Jan 2014-
Mar 2014

Jan 2015-
Mar 2015

Total No. of Appeals Received (ALL BANKS) 854 967 797 983 721 861 1146 941

Total No. of Appeals Overturned (ALL BANKS) 310 254 273 284 210 231 323 222

Overturn rate (based on Appeals Received - ALL BANKS) 36.3% 26.3% 34.3% 28.9% 29.1% 26.8% 28.2% 23.6%

Total Value of Appeals Overturned = £ millions £2.8 £4.7 £4.0 £1.8 £3.5 £2.2 £2.9 £1.4

Total No. of Appeals Received (Excluding Credit Cards) 695 540 652 507 609 535 625 565

Total No. of Appeals Overturned (Excluding Credit Cards) 237 127 200 86 156 109 137 99

Overturn rate (based on Appeals Received - Excluding Credit Cards) 34.1% 23.5% 30.7% 17.0% 25.6% 20.4% 21.9% 17.5%

Total Value of Appeals Overturned (Excl. Credit Cards) - £ millions £2.6 £4.4 £3.9 £1.6 £3.4 £2.1 £2.8 £1.2

Total No. of Cases Reviewed 434 422 439 425 456 465 430 460

Total No. of Cases Reviewed/Total No. of Appeals (as %) 50.8% 43.6% 55.1% 43.2% 63.2% 54.0% 37.5% 48.9%

Total No. of Overturn Cases Reviewed/Total No. of Overturn Cases (as %) 67.7% 70.1% 71.4% 53.5% 86.2% 74.5% 45.5% 73.0%

NB: Cases Reviewed and Overturn values based on data captured April 2013 - March 2015
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Total Appeals – 3 Months Rolling Average 

 

 

Overturned % - 3 Months Rolling Average 

 

 

In terms of the four charts below showing the reasons for SMEs being declined 
lending they show only marginal differences with last year, but the numbers around 
each reason get more and more precise as I gather more data sets to build them 
with. Indeed there has been no real change over the four years nor with the bar at 
£25k lending in terms of where the reasons for decline change. Therefore, in 
summary of all the charts below the four main reasons for decline are: 
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Under £25k Lending 

Failed Credit Score – 47% 

Affordability – 20% 

Adverse data – 11% 

Account Conduct – 9% 

Another way of looking at those numbers is that apart from affordability which the 
lender assesses, the other three – accounting for 67% of all declines – are or were in 
the hands of the customer which shows how much influence SMEs themselves have 
on whether or not they can obtain lending. While I understand fully how some of 
these may have been unavoidable or for good reasons at the time, the ability of the 
SME to control their own credit information and performance is critical for them in 
having their lending applications accepted so once again highlights the importance of 
them understanding what is their credit score and conduct. While I accept that the 
lenders themselves can help their SME customers in that, and indeed the BBA does 
supply regularly good information on this to many organisations, I still believe that 
Trade Associations, Credit Reference Agencies, and Government all could do more 
to help. 

This category also contains the vast majority of Sole Trader applications where the 
only data that can be tracked – outside of the banks own internal account data – is 
on the owner, so their personal history is important as well. 

Over £25k Lending 

Affordability – 48% 

Appetite – 19% 

Business Experience – 11% 

Customer Contribution – 8% 

Again, the above highlights that in the over £25k lending how ‘outside numbers and 
influence’ have little impact on decisions and it is here that the better conversations 
can really take place and where the experience and financial knowledge of the SME 
can really impact. 



 

29 
 

Decline Reasons all Banks for all Lending: Years 1 - 4 (April 2011 – March 
2015) 

 

Decline Reasons all Banks for all Lending: Years 3 & 4 only  
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Decline Reasons all Banks for Lending up to £25K: Years 1 - 4 (April 2011 – 
March 2015) 

 

Decline Reasons all Banks for Lending up to £25K: Years 3 & 4 only  
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Decline Reasons all Banks for Lending above £25K: Years 1 - 4 (April 2011 – 
March 2015) 

 

Decline Reasons all Banks for Lending above £25K: Years 3 & 4 only 
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The remaining charts in this section highlight a number of things: 

i) That the Appeal Process is now covering a wide variety of lending 
products. 

ii) SMEs and especially smaller ones still tend to stick to traditional lending 
products when other alternative ones may be available which may be as 
good if not better for them sometimes. While the Better Business Finance 
website7 does provide information on other methods of funding again I 
believe  lenders, Trade Associations, Government and others need to be 
more active in providing good information on the wider variety of lending 
products available plus helping lenders to take away some of the myths 
surrounding where my old hobby horse of invoice discounting fits, where I 
still believe that more SMEs could and should use it. Also I expect to see 
over the coming years a growth in the number of micro businesses moving 
to commercial credit or charge cards as their prime form of financing their 
businesses in today’s modern environment where cash and cheques are 
becoming less and less used, a well run commercial credit or charge card 
can be the easiest and cheapest way to run your business. 

iii) In terms of size of lending, size of company and the relation that this has 
to the number of declines, appeals, and overturns, the charts continue to 
highlight that those SMEs who have the resource and the experience to 
have more informed conversations with lenders tend to do better than 
others. However the conundrum exists that those who need the most help 
tend to be small who neither have the time themselves nor do the lenders 
commercially have time to spend upskilling them, which again highlights 
how important it is for the processes that lenders have to allow those 
better conversations to take place which help to fill a gap in knowledge 
and skills that may exist with the SME. It also highlights how important 
again Trade Associations, intermediaries and Government are in making 
sure that the knowledge of micro SMEs on credit and the lending process 
is raised. 

 

                                                           
7 http://www.betterbusinessfinance.co.uk/  

http://www.betterbusinessfinance.co.uk/
http://www.betterbusinessfinance.co.uk/
http://www.betterbusinessfinance.co.uk/
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Appeals by Lending Product:  Years 1 - 4 (April 2011 – March 2015) 

 

Note: these two charts include cases where customers have applied for up to two products and therefore actual number will 
be greater than the number of cases captured 

Appeals by Lending Product:  Years 3 & 4 only  
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Appeals by Size of Customer Turnover - Years 1 - 4 (April 2011 – March 2015) 

 

Appeals by Size of Customer Turnover - Years 3 & 4 only  
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Appeals by Size of Lending Request - Years 1 - 4 (April 2011 – March 2015)  

 

  

Appeals by Size of Lending Request - Years 3 & 4 only  
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Appeals by Type of Customer - Years 1 - 4 (April 2011 – March 2015) 

 

 

Appeals by Type of Customer - Years 3 & 4 only  

 

Annexe H contains the charts which show other key information in terms of sectors 
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7. Compliance 

I have left this section to the last but one in my Annual Report as while I do have 
concerns about the level of regulation and scrutiny being applied to the financial 
sector I would not want it to take precedent in this report over all the positive benefits 
that the Appeals Process is bringing to both lenders and most importantly their SME 
customers. Let me also say that I have nothing against, and in fact am a great 
supporter of good regulation and it was clear after the crash in 2008 that the financial 
sector was in need of a refresh of the regulations surrounding it. 

However, one thing that the UK and especially this Government has been pushing 
hard is the need for better regulation under the five key principles that regulation 
should be transparent, accountable, consistent, proportionate, and targeted. I see no 
reason why these principles should not be applied to financial regulation as well. 
There has to be a balance between the need to regulate and the need to lend and 
how good risk assessment is in place to ensure that the balance does not swing too 
much one way or another. 

What has caused the difference over the last 18 months in terms of compliance 
becoming more of an issue in that balance is that the Office of Fair Trading (OFT) 
passed its responsibility for consumer and other lending to the FCA. The FCA is 
seen by the financial community as a regulator with powers to enforce and enforce 
hard which the OFT never was. 

The FCA sourcebooks covering Consumer Credit (CONC) and Mortgages and Home 
Finance (MCOB) contain many rules as well as guidance to lenders. However, while 
the guidance might look to offer flexibility in approach, the FCA supervisors often find 
it easiest when there is less deviation from the strict interpretation. Therefore this has 
encouraged the lender’s compliance teams to turn the guidance in CONC and 
MCOB into standards to follow in conjunction with the rules for the way things have 
to be done within the bank, and not take into account any difference in size and 
risks. 

This is why the question I was asked this year by a Government official about ‘Is 
compliance getting in the way of lending’ is very timely. 

All I will do in this section of my Annual Report is highlight some examples I have 
seen which have made me stop and think or reflect on the way things are done in 
terms of ensuring that both SMEs get the lending they are open to and that lenders 
are not prevented or inhibited from doing that. 

One of the key examples I would give this year is the system change that one of the 
large lenders put in place to assess lending in one key product which tends to be for 
relatively small amounts to small SMEs and can be low risk. 
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Their system goes through the steps that all lenders should to comply before 
deciding whether to lend to someone. Those steps are set out below.  

Step 1 –  Has the applicant filled in the form correctly – many applicants do not. 

Step 2 –  The completed form is then compared with other information that the 
lender, or others it can access, may have on the applicant to see if it 
matches and if not why not. 

Step 3 –  The lender will make sure that they have all the information they need to 
satisfy the ‘Know Your Customer’ requirements, including:  

Step 4 –  Sanctioning check against the UN Sanctions list to ensure the applicant is 
not on any international watch list or doing business in a jurisdiction where 
the lender is not legally allowed to be providing finance. 

Step 5 –  Anti-money Laundering checks  

Step 6 –  Fraud checks covering both the company and the use of the funds 

Step 7 –  Apply the bank’s own algorithm to see if the applicant passes their own 
test in terms of credit-worthiness and policy. 

Step 8 –  Approve, decline, or refer the application. 

Step 9 –  Where they are declined and are within scope the applicant can appeal. 

I have said before in my Annual Reports that banks are like a manufacturing 
business which has to make a profit on each sale it makes. Bank’s sales are giving 
people credit and without those they would not be in business which sometimes 
people and especially commentators forget. Also if they do not make profit on the 
volume sales – which for lenders tend to be the small amounts – then they will go out 
of business. 

While these nine steps are all essential in the current world we live in, they take time 
and that costs, so it is impacting on lender’s ability to be commercially viable in some 
areas. While there are instant online ways of applying for credit which SMEs can use 
these tend to be only where the lender has done all the above work and sets a limit 
on what they might lend to each individual before they apply. Therefore the decline 
rate on these immediate applications can be high or many will be referred to go 
through a more manual review process. 

Other areas where this pressure of regulation is seen are: 

1. Fulfilling an agreed application where even though the lender has agreed to 
give credit, in whatever form, the application must then go through compliance 
to ensure that all the issues a bank needs to cover have been met. Again, this 
applies to all sizes and forms of lending and takes no account of risk so 
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makes the conversation that a customer can have not as good as it could be 
given the string of extra questions they can be asked after having their credit 
agreed.  

2. Because of changes in the way that security over a lender’s main family home 
is now treated this can mean that certain SMEs will have to provide the lender 
with much more information than they had done previously, even for renewing 
their overdraft for example, not just for new lending. This is an unintended 
consequence of a rule that was meant to apply to consumers but catches a lot 
of SMEs who fall into the ambit of CONC. As far as I can see this adds little to 
the risk between the lender and the SME but can detract from a ‘better 
conversation’ as the lender strives to gather the information it needs and the 
SME does not understand why it is needed. 

3. All of us will have experienced the now long legal ‘read out’ that lenders have 
to give when you want to apply for credit with them or after you have been 
approved. These ‘read outs’ are becoming longer and now in some instances 
even contain the Appeals Process. My concern is that these ‘read outs’ are 
becoming like the ‘Terms and Conditions’ that we are all asked to agree many 
times online or when loading software which research has shown hardly 
anyone reads and I think from having witnessed a good number of those type 
of exchanges between customers and lenders over the last year that the 
same is happening to the ‘read out’ in that fewer customers actually listen 
properly when that happens as the lender phrases it in such a way that the 
customers knows it is coming. I am concerned from my own position on 
Appeals that this may be hindering people to appeal. I intend to monitor this 
closely. 

4. Finally, in the Small Business Bill that went through Parliament just before the 
election this year, lenders are now being legally obliged to pass a declined 
SME customer on to another possible lender through a portal or portals that 
will exist to do that. This will apply to loans and overdrafts for SMEs over 
£1,000. While the detail around this has still to be put in place, I am concerned 
that this adds further complexity to both what banks and SME customers have 
to do and since my understanding is that those they may be referred to may 
not have to comply to the same strict regulatory and other rules that 
mainstream banks do then I think we will all need to be careful how this is 
implemented. In terms of the Appeals Process, while I know that the policy is 
to align this with the Appeals Process, (and indeed officials have engaged 
with me on the design and implementation of the Bill) I do still have a 
particular concern in that while this new legislation does not in any way take 
away an SME's right to appeal, it may make it more challenging in terms of 
how long they might wait to do it. I shall be following with interest how the 
detail of this bill progresses and will comment on it, if necessary, in my 
quarterly reports over the coming year. 
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All of the four above and also the many stepped process now having to be adopted 
by lenders is giving me cause for concern and, for the first time, I am hearing noises 
by lenders around whether the de Minimis bar for SME lending needs to be raised to 
accommodate all this extra resource that has now got to be put into lending small 
amounts of credit to SMEs.  

Also it is making banks look at how they can make decisions quicker on renewals of 
say overdraft or credit card limits and can they make them more ‘automatic’ i.e. the 
bank looks at the way the account has been conducted and if it is satisfactory in their 
judgement, then they renew it without having any conversation or gaining any new or 
up to date information about the business. While many SME businesses will see this 
as a good thing, it does mean that the usual annual conversation – which may be the 
only interaction the bank has with a customer – does not take place so the bank 
loses touch with what is going on with the business. If the business then comes to 
apply for new or increased credit it will mean that the bank will have to go through a 
much longer and more robust gather of information on the business as it will not 
have picked it up as it would have done through annual renewal conversations. 
While not all lenders have decided to go the ‘automatic’ route many are considering 
it as a way to manage the commercial return from their customer better. 

Therefore my answer to the official’s question just now on whether regulation is 
getting in the way of lending is that it could well be starting to. I have asked each of 
the banks who are part of the Appeals Process from now on to provide me with 
information on any new regulations or changes to regulation that they think is getting 
or will get in the way of lending. That it is already getting in the way of the better 
conversations we are striving for between SMEs and lenders is now undoubtedly 
true in certain cases and I will work with officials to see if the better regulation 
approach that the Government applies to all it does elsewhere, and indeed now also 
with Government sponsored voluntary regulation, should be applied to the financial 
regulators as well. 
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8. Key Priorities for Year 5  

As I state in the Summary section at the beginning of this Annual Report, the end of 
year 5 would always be a time for reflection and taking stock to see what the impact 
of the Appeals Process had been to date and what needed to come next. That does 
not mean that I see this as an end point but a time for us all to plan the next stages 
of the process and when that could be which I suspect will be different for each bank. 
At some time the Appeals Process must become an integral part of each bank’s own 
process which they execute because they see the benefit they and their customers 
get from it. Also they should have their own oversight and interrogation processes 
that watch and develop it. I do not think any bank will be in a place to do that by the 
end of next year but I want to develop with each a plan that shows how and when we 
might get there. I think it will be different for each and I will judge it on the categories 
I set out in the summary at the beginning of this report namely people, process, 
systems, and policy, and then integration. Until each bank has satisfied me of the 
first four then we will not move to the integration process. Some are nearer than 
others, some still quite far away from some of the four, and some new to the Process 
so it could well be different for each bank. 

While that will be my key priority for the year, there are a number of other specifics 
that I and my team will focus on as well namely: 

a) Improvements in the decline letter to ensure that better and more precise 
reasons for decline are given to the SME customer, which is still not as 
consistent as it could be across all banks and product types. 

b) Making sure that TSB and Clydesdale/ Yorkshire banks are now embedded 
into the Appeals Process and that I and my team make sure they are fulfilling 
all the things that we need to do with each bank. 

c) Bring in at least one more bank to the Appeals Process. 
d) Look for and highlight any further compliance issues that are or could have a 

negative impact on lending. 
e) Ensure that the new legislative referrals process does not impact adversely on 

the Appeals Process and indeed SMEs in general. 
f) Change each bank’s Actions Plans to a form which fits with the opening 

paragraph of this section. 
g) See how we can further enhance the data sheets we receive and target to try 

and receive 100% of all overturn cases. 
h) Ensure that each bank achieves the awareness targets in terms of internal 

and external reach that we have set for them. 
i) Ensure that each bank has in place awareness research that outputs 

meaningful numbers of those aware of the Appeals Process. 
j) Keep meeting as many Relationship Managers and customers as I can to 

make sure that what is happening in terms of process and system change is 
having a real positive impact with customers. 
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9. Appendices  

Annexe A – Bank Commitments & List of Banks 

  
The Taskforce banks committed to 17 actions across three broad areas. To improve 
customer relationships we will: 
1. Support a network of business mentors by working with the business 

groups to deliver this free service to small businesses across the UK  
2. Improve service levels to micro enterprises (businesses with fewer than 

10 employees and turnover or a balance sheet under €2m) by setting out in a 
new Lending Code the levels of service banks will provide and outlining 
additional sources of help and advice  

3. Publish lending principles which clearly set out the minimum standards 
medium-sized and larger businesses can expect when asking banks for loans 
and other services  

4. Establish transparent Appeals Processes for when loan applications are 
declined, with processes independently monitored by a senior Independent 
Reviewer, who will publish the results of their review, to ensure each bank 
has a fair and equitable Appeals Process  

5. Initiate a pre re-financing dialogue 12 months’ ahead of any term loan 
coming to an end, which will include a timely review of business and re- 
financing needs and an assessment of what needs to be in place ahead of 
loan expiry to maximize the prospect of successful re-financing.  

To ensure better access to finance we will:  
6. Establish and invest in a new £1.5 billion Business Growth Fund (built 

over a number of years) to fill a crucial gap in the market and provide capital 
for viable businesses which want to invest and grow 

 
7. Support the Enterprise Finance Guarantee Scheme, seeking continued 

Government backing through to 2012, and accommodating any changes 
made by Government  

8. Help mid-sized businesses access syndicated debt markets by raising 
customer awareness, training customer-facing staff and engaging more 
actively with business groups and customers  

9. Improve access to trade finance through targeted SME awareness-raising 
campaigns and exploring possible regulatory adjustments with the FSA. Seek 
to open with Government access to trade finance products for businesses 
that qualify for the Enterprise Finance Guarantee Scheme  

10. Signpost alternative sources of finance, giving customers helpful 
information and advice if a loan is declined and raising awareness about the 
financial solutions they should consider  
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11. Help improve the supply of credit to the wider economy, working with the 
authorities to ensure that wholesale markets can support the necessary 
lending capacity as the economy recovers.  

To provide better information and promote understanding we will:  
12. Fund and publish a regular independent survey, commencing in early 

2011, to a methodology agreed with Government and business groups, so 
there is an agreed and authoritative set of data on business finance demand 
and lending supply  

13. Enhance the cross-industry lending dataset by broadening the statistics 
on lending available for wider bands of business activity; on lending to 
deprived areas; and on national and regional data on the provision of bank 
support to business start-ups  

14. Hold regional outreach events throughout 2011 with business groups to 
enable business customers and business groups to meet with key staff from 
the banks to answer questions and explain what services are available  

15. Improve customer information including a review of literature and other 
materials, so customers can more easily understand what products will best 
meet their needs  

16. Host a dedicated website through the BBA to draw together and link useful 
sources of information to help customers access the most appropriate 
information. This will also connect mentoring networks  

17. Establish a Business Finance Round Table where senior representatives 
from the banks and business groups meet regularly to discuss and review 
trends, identify emerging areas of concern, ensure problems are addressed 
and facilitate the implementation of the Taskforce initiatives. 

 
 
 
 
 
 
List of Banks: 
 
Barclays Bank 
Barclaycard 
HSBC 
Lloyds Banking Group 
Royal Bank of Scotland 
Santander 
Bank of Ireland 
Danske Bank 
First Trust Bank  
Ulster Bank 
Clydesdale  
TSB 
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Annexe B – Minimum Standards and Scope of the Appeals Process  
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Annexe C – Appeals Case Review Form 
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Annexe D – Appeals Process Site Visit Requirements for Appeals Files 

 

Requirements 

• Prior to the visit, we need to have a reasonable idea of the numbers of completed and in-scope appeals to be 
reviewed, and the number overturned by the Appeals Process.  This is important for resource management purposes 
at Promontory, and reduces the need for repeat visits to the same site.  Your help in communicating likely volumes for 
a visit is appreciated. 

• For each visit, we need the files to be complete and in date order.  Clearly labelled and organised files help us review 
files quickly and enable us to confirm compliance without undue additional work. Banks should also make sure, apart 
from the specifics listed below, that they include all other relevant documentation relating to the transaction. 

• For individual files, the following information should be included where available: 

o Original application, including documentation that enabled the case to be decided, such as financial 
statements, account history, business plan, cash flow forecast, credit score outcome, accounts, etc. A 
summary containing the key data from these may be sufficient 

o Details (inc dates/amounts where relevant) of the customer, location, new business, new to bank, 
length of relationship, existence of other facilities, turnover/size of business 

o Clear details of what product(s) is being asked for and for how much.  Details of existing facilities and 
terms where topping-up and a clear purpose of what the credit is being asked for. 

o Details of any internal “4 eyes” process prior to the original decision being given to the customer 
including notes and dates 

o Names of original decision-maker, including those involved in any “4 eyes” process 

o Details of any referral to “Credit” and any views given by them, also to include dates 

o Copy of the decline letter and any notes of conversations with the customer as part of that process (it is 
known that more clarity around reasons is often provided in this way) 

o Appeal letter/email/note of call from customer including details of any reason for appeal including 
“don’t agree/not fair” 

o Acknowledgement letter when sent and where part of the process 

o Details of any information submitted with the appeal 

o Name of person who dealt with the appeal 

o Details of the appeal reviewer’s assessment/conclusions of the case, including whether any further 
information was sought from the customer and, if not, reasons why. 

o Details of information given to branch/local RM by the appeal reviewer where appeal outcomes are 
conveyed locally 

o Appeal outcome letter sent to customer 

o Details of any other conversations with the customer relating to the appeal outcome 

o Where Minimum Standards documentation is missing or the process was not adhered to, there should 
be an explanation of why it is not available and what is being done to ensure that it will be in future 
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Annexe E – Appeals Process Site Visit Feedback 

 

Site:   
Date:       
Attending 
Independent External Reviewer: Professor Russel Griggs, OBE 
Promontory:  
   

Appeals Reported to Date 
   

Reviewed by Promontory 

Year 
Appeals 
Received 

Appeals 
Overturned 

% Overturns 
Total 

Reviewed 

Reviewed 
This visit 

Year 1      
Year 2      
Year 3      
Year 4      

Appeals Processed Showing Overturn rates by Quarter Appeals Completed  

By Quarter Appeals 
Received 

Appeals 
Overturned % Overturns Appeals 

Completed 

Review 
Sheets 

Received 
Year 3. Q1        
Year 3. Q2      
Year 3. Q3      
Year 3. Q4      
Year 4. Q1 

 
     

Year 4. Q2      
Year 4. Q3      
Year 4. Q4      

Appeals Process Updates / Discussions  

•  

Positive Themes 
•  

Observations / Next Steps / Matters for Consideration 
•  
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Annexe F – Appeals Process Awareness raising – Generic Campaign 

 
Awareness campaign summary 

The Better Business Finance (BBF) campaign ran throughout 2014, bringing the Appeals 
Process and wider campaign messages to more than 10 million people online.  It was an 
integrated communications campaign which ran throughout the year, supported by 
online advertising, social media engagement and public relations activity, as well as 
information provided via bank websites, directly to customers and via third party 
business groups. 

The Better Business Finance campaign’s new, accessible website provides information on 
how to launch an appeal, as well as guidance related to finding finance, with more than 
500 finance providers represented.  

 

 

 

 

 

 

 

 

 

• At the end of 2014, 10.3 million people (estimated unique users) had seen the 
campaign since it started 

• There had been 968,782 PPC impressions (the number of times our Pay Per Click 
advertising was seen), targeting small business owners with help, support and 
advice messages 

• There was a 121.89% increase in visits to the Better Business Finance website 
compared to the same period in 2013 

• There was a 160.91% increase in page views compared to the same period in 
2013 

• The Appeals advertising was the most successful of the campaign executions, 
reflecting its strong call to action 

• Both Twitter and LinkedIn performed better than their own industry-standard 
benchmarks 
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Media coverage of the campaign reached 71% of the key audience of SME owner/ 
managers (see table above). Frequency of exposure to the campaign messages 
increased to 2.9 times each, a result above the minimum recommended to ensure 
retention of campaign messages. Media coverage included a total of 107 articles to 
date.  

Media coverage highlights from the campaign include: 
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Biggest banks join forces to launch 
lending campaign 
The UK's biggest banks are joining 
forces in an attempt to 
stamp out a widely-held perception 
they are reluctant to lend. 
Five lenders - Barclays, HSBC, Royal 
Bank of Scotland, Lloyds 
Banking Group and Santander UK - 
will on Thursday launch a 
campaign aimed at encouraging small 
and medium-sized businesses to apply 
for finance. 
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Social media highlights from the campaign include: 

 

 

 

  

 

 

 

 

   
   
 

 

 

  

 

 

 

 

 

 

 

 

 



 

53 
 

Annexe G – Appeals Process Awareness Raising – Individual Action 

 
1. Examples of methods and measures 

 
1/2 yearly reminder issued to all Business Banking staff re Credit 
Appeals process and requirements 

91 Regional Press 

A message on bank statements reminding customers of their right to 
appeal a lending decision 

A showcase of Barclays products and services designed for meetings 
with KBI's and Brokers 

Account Application Form 

Alignment of Adverse Data rules across the SME product suite 

All SMEs to be written to profiling the Appeals Process 

All SMEs written to profiling the Appeals Process 

Appeal application embedded in Better Business Finance Appeals 
section. 

Appeal application embedded in Better Business Finance Appeals 
section. 

Appeal Reviewers 

Appeals Awareness Message sent to all Business Internet Banking 
Users 

Appeals Banner' on Bankline 

Appeals Banner pop-ups 

Appeals Letters and Leaflets 

Appeals Process is a monthly item at Business Banking Leadership 
team agenda 

Appeals Website 

Backing Your Ambition - Local Events 

Bank intranet site (brian) 

"Bank to compile data on the customers who have been declined but 
decided not to exercise their right of appeal. Bank to review 50% of 
the cases to assess:  

a) Was the basis of the decision to decline correct?  
b) Was there merit in taking forward an amended proposal?  
c) Did the reason for decline in the decline letter match the 
true reason for decline?" 

Bank to contact (by telephone) 50% of those had the right to appeal 
but did not appeal and ask them if they knew they had the right to 
appeal? Bank to solicit a response to the question “Did you know you 
had the right of appeal?”   

Bank to issue communication to clients (including those who have had 
their business credit application approved or not applied for business 
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credit at all) advising them of the right of appeal.  

Bank Website Pages www.cbonline.co.uk www.ybonline.co.uk 

Banner messages to appear in customers online banking 

Business Customer Service Manager now tracking number of declines 
both formal and at source 

Central Support 

Costs of Fishburn Hedges and BBA awareness campaigns  

Creation of annual reminder comms/ training 

Credit Related Training 

Credit team processing of Appeals submitted by Hotline 

Customer Mailing 

Decline letter includes appeals process information. 

Decline Letter issued to all business customers who have been 
declined business credit (any product).  

Decline letters issued being tracked against declines reported. 

Declines & Appeals Intranet Site redesigned & re-launched 

Direct Mail 

Director Briefing Packs on the Appeals Process produced for all 
Frontline Leadership across Business & Commercial Banking 

External Events 

External Website 

F2F Training delivered to Customer Complaints Centre 

F2F Training delivered to Divested Directs Channel @ Waverley 

F2F Training delivered to SBM 

Facility Documentation to include appeals clause  

Fishburn Hedges 

Follow up launch training/ communication with the Bank's Specialist 
Acquisition Finance (SAF) department 

Guide to Business Borrowing Site and Leaflet 

Improvements to internal lending decline intranet page 

Improvements to letter sent to customers declined for lending 

Information on appeals to be included in regular lending training 
received by front line staff 

Information to be included with customers account opening literature 

Insert additional line regarding appeals process on customer 
statements 

Internal Business procedure etc. established to guide advisors on 
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actions. 

Internal Communications 

Internal Website 

Interview with Professor Russel Griggs on the Appeals Process 
shared via online Bank publication Business Sense  

Intranet messages profiling Appeals and ASOF case studies 

Intranet messages to profile new Hotline staff and experience 

Intranet redesigned to highlight right to appeal a Credit Card 

Introduction of Declines & Appeals into Self Assurance testing in 
Business Banking 

Launch training/ communication 

LBG Lending Process in SME Banking & RBB - Agreed Borrowing 

LBG Lending Process in SME Banking & RBB - Declined Borrowing 

Lending Appeals Process within LBG 

Letters 

Letters update communication and learning 

Mailing to all Business Customers 

Management Assurance Committee (MAC) Reporting 

Mandatory Compliance Requirements - Lending Principles & 
Regulation Module 

Monthly sample of 50% of business credit declines to ensure the 
applicant has received the appropriate decline letter (including advice 
of right of appeal). 

New Guide to Business Borrowing Site and Leaflet 

New webpage to be hosted on Barclaycard website specifically on 
appealing a decision 

Newsletter sent out to customers and colleagues working in 
agriculture industry 

Newsletter sent out to Key Business Introducers and Brokers 

Online Banking banner 

Online Promotion of Appeals - Appeals Banner placed on all lending 
product pages and Borrowing Guides 

Optional Module on Declines & Appeals introduced into Business 
Banking Accreditation Programme 

PLEDGE 

Project costs to deliver Decline Toolkit 

Provision of Appeals Team 

Right to Appeal Signposting' incorporated into relevant SME facility 
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documentation. 

Right to Appeal Signposting' introduced into Integrated Current 
Account application forms 

SME Lending Appeals Director 

Staff Communication 

Staff Opportunity Cost of following the Appeals Process for Customer 
Declines (i.e. letter production/ recording requirements) 

Staff training 

Statement Message 

Training delivered to SRMBB in Manchester and Borehamwood 

Website information for Business Customers  

Website Update - information re appeals & declines process 

WELSH Decline letters signposting Business Wales in addition to BBA 
signposting in standard decline letter suite 

 
2. Visual Examples 
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1. New Business Borrowing and Appeals Website

2. New Alternative Sources of Finance Signposting
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https://boini.bankofireland.com/business/current-account/
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Annexe H – General Tables – Updated May 2015 

Appeals by Government Office Region – (Apr 2011 – Mar 2015) - Combined 

  

 

Appeals by Government Office Region – Years 3 & 4 only  
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Appeals by Lending Product / Type of Customer Years 1 - 4 (April 2011 – 
March 2015) 

 
  
Appeals by Lending Product / Type of Customer Years 3 & 4 only  
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Appeals by Industry Sector - Years 1 - 4 (April 2011 – March 2015) 

 
 
Appeals by Industry Sector - Years 3 & 4 only  
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Appeals by Size of Lending Request - Years 1 - 4 (April 2011 – March 2015) 

 

Appeals by Size of Customer Turnover - Years 1 - 4 (April 2011 – March 2015) 

 

 

 

 

Size of Lending Requested
(New Monies) Appeals Overturns

≤ £10k* 65.5% 32.5%

£10k < x ≤ £25k 16.9% 6.0%

£25k < x ≤ £50k 4.1% 1.2%

£50k < x ≤ £100k 3.8% 0.7%

£100k < x ≤ £250k 5.0% 1.0%

£250k < x ≤ £1m 3.8% 0.7%

x > £1m 0.9% 0.1%

All Lending 100% 42%

* Segment includes requests to review/renew facilities where no New Monies (additional funding) was requested

Customer Turnover Appeals Overturns

£0 < x ≤ £100k* 53.1% 22.4%

£100k < x ≤ £250k 23.0% 9.8%

£250k < x ≤ £1m 18.6% 8.1%

£1m < x ≤ £5m 4.7% 1.8%

x > £5m 0.6% 0.2%

All Lending 100% 42%

* Includes appeal cases where customer turnover is unknown
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