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How do we make the 
comparison?
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Average Peer
Group 1

Average Peer
Group 1

£31m
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Have Leeds Managed Costs or 
Grown Income?

2007 2008 2009

During the Credit Crunch

Income

Costs
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2000 2001 2002 2003 2004 2005 2006 2007 2008 2009

In the Last Decade

Income

Costs

Does Leeds have fewer branches 
than its peers?

2008

• £149,349 of assets per branch 
compared to the average of 
£380,333 for peer group 1 
societies

• 8073 shareholders per branch 
compared to the average of 
21,105 for peer group 1 
societies
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Do Leeds members get poorer service?
Excellent Customer Service

•Satisfaction ratings show 95% of 
our customers are satisfied with 
the service they receive

•Key service indicators - 2009
–On average calls were 

answered within 27 seconds
–98% of postal investment 

accounts were opened within 2 
days

–89% of mortgage offers were 
issued within 5 days of receipt 
of application

OK

What is it then?
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Sorry

But no magic formula
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What is the Leeds way?

Leadership

Passion Control

Passion

• Efficiency is hard wired into our DNA
• Five star quality at two star prices
• Every staff member understands the value our 
cost advantage delivers

• Short arms/deep pockets
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Leadership

• The executive lead by 
example

• A creative approach is 
fostered

• Willing to make hard 
decisions, especially in 
the good times

• Negotiating expertise

Control • Highly centralised 
decision making on costs

• Robust challenge culture
• Budget process creates a 
high degree of ownership

• Strong controls to avoid 
salary drift

• Tender process
• Project justification
• Treat CapEx as cash
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Practical Examples

• Efficiency programme between 
2005 and 2009 has included:
– Full virtualisation
– Email case updates
– Secure Email offers

• Cost savings in excess of £100k pa
• Over 50 tangible efficiency or 

savings benefits
• Freed up £34,000 worth of space
• Reduced carbon footprint

Mortgage Lending Process

• All printers and copiers switched to 
duplex

• Investment in insertion technology
• Promotion of “clean mail”
• Altogether, delivering £0.5m of 

savings over 5 years

Mail and Paper Efficiencies

Practical Examples

• Leeds Building Society has a 
portfolio of 73 properties, of which 
28 are leasehold

• Following the start of the credit 
crunch we have renegotiated 
nearly 20% of leases

• 5 leases have been terminated
• 2 units have been relocated
• Resulting in the generation of £1m 

of savings

Property Portfolio Management

• Major investment in Head Office 
including new windows, all 
mechanical and electrical, new 
reception and entrance

• Carried out while the building was 
still occupied

• Created 4,700 sq ft of additional 
usable space

• Value engineering discipline 
delivered savings of 25% of 
original cost quoted

2007 Head Office Refurbishment
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Going Further – A Proactive Approach

• Following conclusion of the annual 
planning process, management 
agreed a £1m cost challenge

• Potential savings in excess of 
£1.6m were identified

• Actual savings of £1m were 
achieved in areas such as:
– Intermediary Sales
– Systems
– Branch Mortgage Sales
– Management Structures

2009 Cost Saving target

• 2007 Corporate objective to carry 
out a Society wide review

• 144 processes mapped with 
redesigns releasing the equivalent 
of 9 FTEs

• 562 budget lines reviewed 
identifying £330,000 per annum 
savings

• 121 radical ideas for further 
investigation, many of which have 
been implemented

2007 Efficiency & Cost Review

What does it boil down to?
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