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Rt Hon Dr Vince Cable MP

Secretary of State for Business, Innovation and Skills
Department for Business, Innovation and Skills

1 Victoria Street

London

SW1H OET

10" November 2014

Doy D Code

I'am writing in response to your letter dated 30" October 2014 on branch closures and
meeting the needs of vulnerable banking customers.

Santander is committed to ensuring vulnerable customer groups have appropriate
access to banking services as the branch footprint changes in response to technological
advancements and shifts in consumer behaviour.

Branches remain an essential part of how Santander meets the needs of its customers
and we are investing over £100m in a three year branch upgrade programme.
Santander's branch footprint is smaller than the big banks and where we have closed
branches in recent years, this has largely been in areas with multiple Santander
branches as a result of the bank’s acquisitions of Alliance & Leicester and Bradford &
Bingley.

Santander is taking a number of steps to enhance our customers’ access to banking
services. We are concluding an arrangement to give all Santander UK personal and
business current account customers access to banking services via the Post Office
network. This extends the access arrangements currently open to former Alliance &
Leicester customers, basic bank account customers and SME customers. This
arrangement will be in place in early 2015 and will help protect access to banking
services for vulnerable customer groups and those in isolated communities.

Alongside this, Santander is collaborating with the other banks and the BBA to consider
some practical solutions to provide banking services for remote communities and
vulnerable groups. Santander recently participated in an industry meeting with the
Economic Secretary to the Treasury on this agenda and we will continue this productive
dialogue.
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Finally, Santander is delivering an enhanced basic bank account offering to help drive up
financial inclusion amongst under-banked groups, a challenge which will become more
acute with the introduction of Universal Credit. We have been working closely with HM
Treasury and the wider industry to develop improved industry standards for this product.

Santander will fully cooperate with the industry and the Government to ensure

vulnerable customers are not left behind by changes in how banking services are
provided and | will ensure Santander participates in future discussions on this.
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Nathan Bostock
Chief Executive
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