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Our Purpose
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This illustration of our operating environment 
provides an integrated materiality assessment 
of the most important considerations with 
the potential to influence our ability to serve 
customers and create value for the long term.

Global Pandemic

COVID-19 has had global ramifications on health, economies, societies 
and the environment. The pandemic has put Our Purpose-led strategy into 
action, as we supported individuals, families and businesses to deal with the 
immediate and longer-term impacts. We responded quickly to the elevated 
credit risks via active portfolio management including adjustment of risk 
appetite, proactive customer contact strategies and scenario analysis. Our 
participation in government initiatives supported customers during the crisis 
and included the Bounce Back Loan Scheme which could increase conduct, 
reputational and fraud risks. High uncertainty remains on the ultimate 
impact of the pandemic and across the economic landscape, and strategy 
is being adapted in response. ‘Build Back Better’ became the call from the 
UN and we support a focus on opportunities unlocked by the transition to a 
low carbon economy, progress on racial inequality, helping communities to 
thrive, as well as greater alignment with UN Sustainable Development Goals.

In 2020 we added the Global Pandemic 
and Employment and Enterprise. The 
impact of COVID-19 runs through all 
considerations and is reflected in the 
definitions that follow. 

Considerations with the  
potential to influence our  
ability to serve customers and  
create value for the long term.

Example factors that inform our 
integrated materiality assessment.


