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To put the above figures into context:

« Complaints made to the Bank were up 10.6% compared to H1 2020 but also 10.6%
down on HZ 2019,

+« Our 968 banking and credit card complaints stem from our 228,000 accounts. This
works out at just over four complaints per 1,000 relevant accounts.

« For every 1,000 home finance loans that we had outstanding, we received
approximately eight complaints.

+« We received just over one complaint fbr every 1,000 pensions we manage for our
clients.

+« We received just over one complaint for every 1,000 investments we manage for our
clients.



