
N
o.

 2
8 

S
um

m
er

 2
01

3

Adrian Coles: 
30 years at the BSA

Natalie Ceeney: 
Financial Ombudsman
Service

Plus
Bath Building
Society

Coventry Building
Society

A diversity index
for financial
services

Jonathan Evans: 
Chair of the APPG for mutuals

Five minutes with…
Caroline Rookes of the 
Money Advice Service

Iona Bain: 
Financial Education 



2

HELLO AND WELCOME TO THE SUMMER EDITION
OF SOCIETY MATTERS.

OVER THE PAST FEW
DECADES, A STAGGERING
NUMBER OF CHANGES HAVE
OCCURRED IN FINANCIAL
SERVICES, IN BOTH THE PLC
AND MUTUAL SECTORS.

Society Matters is a publication of the Building Societies Association - ISSN 1756-5928. 
The views expressed by authors in this magazine are not necessarily those of the Association.

Director-General Adrian Coles adrian.coles@bsa.org.uk
Editor Victoria Bamber victoria.bamber@bsa.org.uk
BSA, 6th Floor, York House, 23 Kingsway, London, WC2B 6UJ www.bsa.org.uk

Designed by Solo, Mariners Wharf, 8 Holyrood Street, London, SE1 2El www.solodigital.co.uk

Taking his own retrospective look at the
financial services sector is Adrian Coles who
after 20 years at the helm of the BSA
announced that he was going to step down at
the start of this year. Adrian’s article focuses
on the changes the mutual sector has
experienced since joining the organisation in
1979 as an Economist. 

In addition, we also have contributions from
the Financial Ombudsman Service CEO, who
talks us through a new era for complaints
handling. We also thank Jonathan Evans MP
for informing us about the new All Party
Parliamentary Group for Mutuals and
Caroline Rookes, who takes the spotlight in
our Five Minutes With... section. We also have
articles from the Energy Saving Trust, CUNA
Mutual and from Economist Andrew Gall,
who analyses the results of a report which
looks at the importance of diversity in the UK
mortgage and savings market. 

is time, we also welcome articles from a
number of members. Bath Building Society
tells us about the uniqueness of their
organisation and how they operate so
successfully in a market largely dominated by
multinational corporations. Coventry
Building Society also discusses how they help
improve financial capability for children in
their local communities, which ties in with a
piece from Iona Bain, Financial Journalist and
Young Money blogger who elaborates on the
importance of financial education. 

Enjoy the issue.

Victoria Bamber
Society Matters Editor

Back in the late 1970s mortgage finance was
primarily available from building societies and
there was a distinct culture of ‘save before you
buy’. Since the last edition of this magazine,
Margaret atcher, the Prime Minister who
had one of the greatest effects on modern
banking has passed away. Although her death
provoked unsurprisingly mixed reactions,
some of the decisions made by her
Government played a large part in shaping
the financial services sector and the housing
market we see today.
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As the new Chief Executive of the Money
Advice Service, what material changes are
you planning to implement?
Evolutionary rather than revolutionary ones.
Last year the Money Advice Service helped
over two million people, three-quarters of
whom decided on a course of action as a
result. Numbers are important, but only if
you are actually changing people’s long term
money management for the better. So my
focus is firmly on lasting impact - but also on
collaboration, because no one organisation
can hope to achieve that on its own.

e Money Advice Service currently 
offers free, unbiased, face-to-face advice
across the UK. How important do you 
think this is and will you be continuing
with this service? 
Advice leads to action, and there is a huge 
need and demand across the UK for the free,
impartial, generic advice we offer. We have a
major contribution to make with the service 
we deliver direct to consumers, as well as in 
our statutory role to provide leadership and
coordination on financial capability. 
We are currently developing a new UK 
strategy for financial capability and I would
welcome BSA members’ interest and
involvement in this process.

According to the latest Glenworth 
Index the number of financially vulnerable
households has trebled since 2007. 
What are you doing to help people 
in this situation?

We are a service for everyone in the UK, but
with a particular focus on those in most need
of our help. Our face-to-face advice services
prioritise the most financially vulnerable and
we are specifically targeting development of
new tools and content with the needs of
younger adults and lower income families
front-of-mind. at’s because these two
groups are doing the fewest of the five core
activities we consider good money
management - saving, managing debt well,
preparing for retirement, protecting assets and
providing for dependents.

Making people financially capable is a key
issue for the Money Advice Service, but do
you think introducing financial education
in schools as of September 2014 will help?
Do you think a lack of awareness from a
young age is part of the current problem?
Definitely, which is why the prospect of
financial education in the secondary
curriculum in England is a great step forward.
But on its own that won’t transform young
people’s money habits. Attitudes to money are
formed very young, by the age of seven, so we
would like to see financial education in the
primary curriculum too. Parents, of course,
are crucial in developing their children’s
habits and we will continue to work with
others to support parents and educators,
including at primary level and even younger.

Finish the sentence. e most important
financial lesson I have learnt is...
Simply don’t spend more than you have
coming in. I know how difficult this is. When
I first started work I had a very low income,
no washing machine, central heating or
holidays. I was tempted by easy credit and
fortunately had my dad to bail me out. Not
everyone’s father can do that for them. 

If you were invited to be Prime Minister for
the day, what would be top of your agenda?
Banning unscrupulous lenders.

You’re stranded on a desert island. What
book, luxury item and musical track could
you not live without?
e complete works of John Irving (I love his
books and if anyone hasn’t read A Prayer for
Owen Meany they should); a supply of chilled
Sauvignon blanc (to de-stress and enjoy); and
Rigoletto (which I love and would try to
understand in Italian).

«SOCIETY
mattersspotlight on

FIVE MINUTES WITH...

CAROLINE
ROOKES
CHIEF EXECUTIVE OF 
THE MONEY ADVICE SERVICE

CAROlinE ROOkES wAS APPOinTEd AS ThE nEw ChiEF
ExECuTivE OF ThE MOnEy AdviCE SERviCE in lATE
2012. nOw, AFTER SinkinG hER TEETh FiRMly inTO ThE
ROlE, CAROlinE hAS TAkEn TiME OuT TO AnSwER A
FEw quESTiOnS...

For more information on the
Money Advice Service, 
visit their website at

www.moneyadviceservice.org.uk
or follow them on Twitter
@YourMoneyAdvice
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one falters there are others which
are less affected and can step in
to provide a service in their place.
Greater diversity can mean that
the system is more robust, so that
impairment in one part of the
market does not stop the
operation of the whole system.

Competition vs
stability?
In the measures taken at the
height of the financial crisis we
saw that competition and
stability can be in conflict. For
example, the Government-
directed takeover of HBOS by
Lloyds was made in the interests
of financial stability even though
it resulted in an institution with
a share of almost 30 per cent of

WHY SHOULD WE CARE ABOUT
DIVERSITY IN FINANCIAL SERVICES?
By AndREw GAll, BSA ECOnOMiST

A MARkET ThAT hAS A divERSE RAnGE OF FinAnCiAl SERviCE
PROvidERS RESulTS in widER ChOiCE FOR COnSuMERS And A MORE
STABlE FinAnCiAl SySTEM. ThE divERSiTy OF ThE uk’S MORTGAGE
And SAvinGS MARkETS hAS BEEn AnAlySEd in A nEw REPORT
COMMiSSiOnEd By ThE BSA TO PROvidE An indiCATOR FOR CuRREnT
GOvERnMEnT POliCy OBjECTivES. 

 In 2010 the Government made
the following commitment in its
Coalition Partnership
Agreement:

“We will bring forward detailed
proposals to foster diversity in
financial services, promote mutuals
and create a more competitive 
banking industry.”

is commitment was made out
of a belief that more diverse
financial services markets are
beneficial and a recognition that
in the run up to the financial
crisis these markets had become
dominated by institutions that
had grown more alike. e
reduction in diversity was seen to
have resulted in shocks spreading
rapidly across the system when
the credit crunch hit. 

No ‘best’ way
If there were a single approach to
providing financial services that
was superior in all respects to all
others, there would not be a case
for diversity amongst providers.
In practice, however, each
approach to providing financial
services has pros and cons, and
none is without risks.

A large universal bank
combining retail and investment
banking operations might be able
to spread costs across the
different divisions, reducing total
outlay, but its scale may
necessitate an impersonal,
transactional approach to retail
customers. In contrast, a small
building society with close links

to the region in which it operates
may be able to use its local
knowledge to design products
tailored specifically to
requirements of customers in
that area.

In the absence of a single optimal
approach, encouraging diversity
can yield greater benefits than
concentrating on any one
particular model and diversity
can exist simultaneously across
many dimensions. For example,
one ownership type is that of
customer ownership, as at
building societies, but even
within this ownership type there
is considerable variety in terms of
size, scope and strategy.

e BSA commissioned
academics to measure the extent
to which diversity in retail
financial services markets has
changed, enabling the
Government’s progress against 
its goal of fostering diversity to
be assessed in the future. 
e results are summarised in the
chart on the right, with the index
showing a decline in diversity
from 2004 of about 20 per cent
in both the mortgage and 
savings markets.

How diversity can
improve competition
Diversity can result in more
effective competition than if all
providers operate in the same
way. Providers operating with
different models have different
incentives and goals. For
example, a building society

owned by its customers might be
expected to behave differently
from a bank aiming to maximise
returns for its shareholders. With
these, and other, approaches
firms will compete to win and
serve consumers in different
ways. is can enhance the
choice available to the public,
and improve innovation to meet
varying consumer demands. 

How diversity can
improve financial
stability
If all providers are the same, they
are all likely to be similarly
affected by a sudden change in
market conditions. Instead, if
there is a wide range of different
approaches to provision, when
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the mortgage market:
competition was sacrificed to
support 
immediate stability.

However, in less extreme times
competition and stability can
reinforce each other, and
diversity of provision can help
bring this about. With effective
competition from a range of
providers with business models
strong enough to thrive on their
own merits rather than via
implicit or explicit Government
support, the system as a whole
can be more robust to sudden
changes and better at coping
with another firm’s failure.

Reforms to promote
diversity
Many of the reforms introduced
since the financial crisis such as
ring-fencing and changes to the
resolution regime aim to make
large, complex banks easier to
resolve so that the risk they pose
to the system as a whole is
reduced and so that the taxpayer
is not obliged to stand behind
them if they run into trouble.
For the reasons described 
above, promoting diversity
complements these reforms,
helping to make them more
effective.

However, breaking the ‘too big
to fail’ problem is itself
imperative to promoting
diversity, not just because the
implicit guarantees some banks

enjoyed represented a barrier to
smaller challengers, but also
because of the excessive influence
it provided, granting the largest
banks strong political bargaining
power. e result was that policy
making and regulations
reinforced the dominance of one
particular model rather than
permitting alternative approaches
to thrive.

Promoting diversity does not
necessitate favouring certain
models or approaches. Instead,
barriers to entry and expansion
should be lowered for all
providers. Policy and regulations
should have a neutral effect on
the availability of different types
of businesses’ ability to compete.
If a certain offering takes market
share, it will be up to other firms
to respond to that rather than for
the market to be segmented by
policymakers on an artificial 
and arbitrary basis due to
subsidies or discrimination.

Promoting diversity and
changing the balance of power in
financial services will be difficult
and face considerable resistance.
However, the decline in the
Oxford Centre’s measure of
diversity suggests more work is
necessary to ensure different
types of financial service
providers are free to compete. 

you can read the summary of research findings in 
full by visiting www.bsa.org.uk and clicking on 
‘industry publications’.

An index of corporate diversity in 
financial services

The BSA commissioned academics at the University of 
Oxford Centre for Mutual and Employee-owned Business
to compile a measure of corporate diversity in the mortgage 
and savings markets.

Diversity as measured by the index has declined in both
markets from 2004, prior to the financial crisis, as shown in the
chart opposite. Actions taken in the crisis then exacerbated this
decline, though diversity has stabilised in the most recent years
covered by the analysis. By the end of 2011 the diversity index
was measuring around 82 in the mortgage market and 85 in the
savings market, both down from 103 in 2004.

This aggregate diversity index is composed of four individual
indices measuring changes in various factors of diversity:

• Corporate ownership: is the market divided between
shareholder-owned banks, customer-owned mutuals and
State-owned institutions?

• Firm size: is the market dominated by a few large firms or
many small firms?

• Approach to funding: are financial institutions reliant on
wholesale or retail funding? 

• Geography: are firms based in the same locations, or are their
headquarters spread out through the country?

Each of these measures of diversity was found to be lower in
2011 than in 2000, the first year in the analysis, indicating that
both the mortgage and savings markets became more
concentrated in larger, wholesale-funded, London centred
shareholder owned banks over the period.
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COLES
CONTEMPLATES
By AdRiAn COlES, diRECTOR-GEnERAl OF ThE BSA

in 1979, Pink FlOyd wERE RidinG hiGh in ThE ChARTS wiTh
ThE SinGlE ‘AnOThER BRiCk in ThE wAll’. EARliER ThAT yEAR
MARGARET ThATChER BECAME ThE uk’S FiRST FEMAlE PRiME
MiniSTER And MOnTy PyThOn’S ‘liFE OF BRiAn’ wAS
RElEASEd in CinEMAS. 

SinCE ThiS dATE, MuCh hAS ChAnGEd in ThE wORld OF
FinAnCiAl SERviCES, A FACT nO OnE undERSTAndS BETTER
ThAn AdRiAn COlES, whO EARliER ThiS yEAR AnnOunCEd hE
wAS STEPPinG dOwn FROM hiS ROlE AS diRECTOR-GEnERAl
OF ThE BuildinG SOCiETiES ASSOCiATiOn.

As I approach the end of my 34 years at the
BSA, including 20 years as Director-General,
it seems appropriate to look back at some of
the working highlights of that period. 

I joined the BSA in December 1979 on the
day that the recommended mortgage rate was
increased from 11.75 per cent to 15 per cent -
in one go! For modern-day readers there will
be two unusual aspects of this. First of all, the
heights to which interest rates rose during the
80s and 90s now look unbelievable; secondly,
the idea of a ‘recommended’ rate now looks
almost bizarre. Between 1936 and 1983 the

BSA ran a ‘cartel’. Each month the BSA
Council would consider the rates of interest
on mortgages and savings it recommended 
its members charge and offer; basing its
decisions on aggregate lending and savings
flows, the latest changes in official rates, and
trends in margins. 

ere was remarkably little resistance among
building societies to the Council’s
recommendations; the arrangements were
specifically exempt from contemporary
competition legislation. Furthermore, any
building society that wanted to offer a

reduced mortgage rate or an increased savings
rate - that is to become more competitive -
had to give, under the associated BSA 
Interest Rates Undertaking - 28 days 
notice to the Association of its intentions,
with the Association mandated to circulate
details of such a competitive move to every
other member. 

My initial job, on joining the BSA, was to
write the papers for the BSA Council to give
them the information that they needed to
make this collective decision. In those days
the BSA Council amounted to 35 building

December 
1979
Adrian Coles
joins BSA as
Economist

1979 1980 1981 1982 1983 1984 1985 1986 1987 1988 1989 1990 1991 1992 1993 1994 1995

1981
Adrian becomes
head of the
Economics 
and Statistics
department

1983
End of the
recommend
rate system

1986
Adrian becomes
head of External
Relations (including
economics and
statistics)

1989
Abbey national becomes
the first building society
to convert 

Formation of CMl, 
run by BSA Secretariat

1993
Adrian becomes 
BSA and CMl 
director-General
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society chief executives, so there were some
lengthy meetings once everybody had had
their say!

e recommended rate system did not survive
the onset of competition under the newly
elected atcher government of 1979. By
1983, the system was in disarray, mainly
because the banks had, for the first time,
entered the mortgage market in a serious
manner and, of course, they were not at all
constrained by the recommendations made by
the BSA. 

at competition with the banks - offering a
very wide range of services - highlighted the
restricted range of services that building
societies could offer - essentially only
mortgage and savings accounts. During the
early 1980s pressure mounted for building
society legislation - essentially unrevised since
the Building Societies Act 1874 - to be
modernised. e Building Societies Act 1986
was the result. is established a new
regulatory framework - e Building Societies
Commission taking over from the Chief
Registrar of Friendly Societies - and listed a
range of powers related to housing and
finance that enabled building societies, if they
wished, to extend their activities. Most
notably, the legislation introduced a
framework to allow building societies that
wanted to go beyond this extended list of
activities to become banks, converting away
from their mutual form to plc status - in the
long-term the most disastrous consequence of
the 1986 Act. 

In 1988 Abbey National announced its
intention to convert to plc status, an 
ambition it achieved in 1989.

e 1986 Act was one example of a range of
deregulatory measures that the Conservative
Government of 1980s introduced. ‘Big Bang’
in the City, changing fundamentally the way
that the City markets worked, the abolition of
hire-purchase controls and the encouragement
to the banks and other types of lenders to
offer mortgages helped to fuel the boom of
the late 1980s and the subsequent and
inevitable bust of the early 1990s. During this
period, repossessions rose to much higher
levels than before (or since), negative equity
became a concept that moved from obscurity
to become a well known term and interest 
rates, once again, rose to 15 per cent and
sometimes over. Sadly the crash of the early
1990s saw a number of building societies lose
their independence.

By the mid 1990s confidence was returning. 
In 1994 the Cheltenham & Gloucester
Building Society announced that it was to be
taken over by Lloyds Bank with typical
payments of over £2,000 to C&G savers and
borrowers in return for giving up their
membership rights. is resulted in the
beginning of the “carpetbagger” phase. Large
numbers of people deliberately opened small
accounts with large numbers of building
societies in the hope of obtaining short-term
benefits if the society converted to plc status.
Ten societies did precisely this between 1995
and 2000 thus sowing some of the largest
seeds of the recent crisis. By then I was
Director-General of the jointly-staffed BSA
and CML, but the tensions created by
demutualisation meant that this arrangement
was untenable, and the CML (in 1997)
became an independent entity. 

1996 1997 1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 2013

  
   

1997
BSA and CMl split,
each with their own
Secretariat

2000
Final demutualisation
(Bradford & Bingley)

2007
Run on northern Rock.
By 2009 all converters had
lost their independence

2011
Adrian Coles
awarded OBE

2013
Adrian Coles
announces he
will be standing
down as BSA
director-General

Often overlooked was the further deregulation
that occurred as a result of the Building
Societies Act 1997, which amended the 1986
Act and which remains the governing statute
for building society affairs. Whereas the old
1986 Act allowed building societies to exercise
certain powers defined in the legislation, the
1997 Act reversed this and allowed societies
to undertake almost any activity unless they
were expressly prohibited by the legislation.
Building societies still had to maintain a
particular balance sheet structure, but, broadly
speaking, were allowed to diversify in any way
they thought appropriate providing they had
the managerial and financial resources to do
this.  It remained the case, however, that
proprietorial market making in derivatives,
foreign exchange and commodities was
prohibited and large scale, wholesale funding
of the type that bought about the ultimate
demise of the Northern Rock and HBOS
banks was also not allowed by the legislation.  

is whistle-stop tour of the last 30 or so
years concludes with the global financial crisis
of 2007 to - well, we are not quite sure when
it will all end. Despite some problems in the
mutual sector, the sector has performed well
in the face of the deepest financial crisis since
the 1930s. ere has been relatively little
taxpayer support required by mutuals and the
bulk of the problems encountered have been
resolved within the mutual sector rather than
requiring taxpayer assistance, as has been the
case with the banking sector. Mutuals look
forward with renewed confidence to
convincing more customers of the benefits of
the alternative approach to doing business
that they represent.
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SETTING NEW STANDARDS: BUILDING
SOCIETIES AND A NEW ERA FOR
COMPLAINTS HANDLING
By nATAliE CEEnEy, ChiEF OMBudSMAn, FinAnCiAl OMBudSMAn SERviCE

RAREly A wEEk GOES By wiThOuT ThE SuBjECT OF ClAiMS MAnAGEMEnT COMPAniES
And PAyMEnT PROTECTiOn inSuRAnCE hiTTinG ThE hEAdlinES And wiTh ThiS, A
REnEwEd FOCuS On ThE FinAnCiAl OMBudSMAn SERviCE hAS FOllOwEd. ThE
ChAnGinG EnviROnMEnT And TAlk OF COnSuMER ExhAuSTiOn iS hiGh uP On ThE
OMBudSMAn’S AGEndA And wiTh iT, A FOCuS On FinAnCiAl SERviCE PROvidERS,
inCludinG BuildinG SOCiETiES.

As Chief Ombudsman, I’m often asked, by
senior industry managers, what I think about
their businesses, and how they’re ‘doing’ when
it comes to complaints. at can be a hard
question to answer as, by definition, I only see
what goes wrong. And, unfortunately, we’ve
seen a lot going wrong recently. Over the past
year we’ve seen the numbers of complaints
referred to us by consumers rise across the board
- with banking and credit complaint volumes
up by around 20 per cent, and investment &
pensions cases up by around 30 per cent.
Our figures suggest that building societies are
amongst the better performers in financial
services - whether judged on uphold rates, on
overall volumes of complaints referred to us, or
on the way that consumer dissatisfaction is
treated. Put quite simply, building societies
compare very well against other types of
businesses we handle
complaints about.
We also know that, especially
for smaller mutuals, any
complaint is a concern. As
businesses intimately linked
with your local community,
the idea that people aren’t
happy with your services isn’t
a comfortable one. Also,
financial redress to one
consumer can affect the bottom line for others.
is can make it harder to step away and ask
“what’s right for this particular customer at this
particular time?” And if complaint volumes are
rising - particularly if you feel that the rises are a
result of circumstances outside of your control -
it can be easy to stop seeing complaints as ‘an
opportunity to improve customer relationships’
and more of a compliance cost. 

A changing environment 
So, why are complaint volumes currently high?
We know that consumer trust in financial
services is low. So, if something goes wrong, in
the current environment they may be more

likely to complain. But I don’t believe this
explains most of the rise in complaint levels.
I believe many consumers’ reality is one of
‘financial exhaustion’. Many who have
struggled for years to maintain mortgages and
loan repayments feel that things are on a knife
edge. All it takes is a rise in their    mortgage rate
or a cut in their working hours and their
domestic finances will suffer. It’s perhaps no
surprise, then, that people struggling to pay
their mortgages are more likely to raise issues
which can turn into ‘complaints’. Our
mortgage volumes are up around a quarter on
this time last year, with around one in three of
these complaints resting on issues of financial
hardship.  
ere are other, less obvious reasons, for the
rise in complaint volumes. A new ‘consumer
voice’ is emerging, facilitated by the changes in

technology, and particularly
social media. Customers are
finding new and innovative ways
to voice dissatisfaction about
customer service, whether on
Twitter or other social networks.
Your customers have more ways
than ever to share experiences,
and when consumers start
sharing dissatisfaction - and find
they’re not alone - it can fuel

their resolve to ‘get something done about it’. 
It’s easy to assume that this lack of trust is
being steered by outside interests. I know we
can’t switch on a television without hearing an
advert for claims management companies
(CMCs), but the simple truth is that we’ve
been dealing with CMCs in areas of “mass
detriment” for years - initially in mortgage
endowments, then bank charges, and now PPI. 
In fact, our evidence suggests that consumer
use of CMCs is reducing - and outside of PPI
their activity remains low. It’s unsurprising that
CMCs are currently widespread in ‘mass
detriment’ areas such as PPI, with millions of

policies potentially mis-sold, and trust in banks
at an all time low. e publicity around PPI,
following the BBA’s failed attempt to challenge
us and the FSA in the high court in 2010,
coupled by the FSA’s choice to have a
complaints-led approach to PPI redress has
made PPI a fertile ground for CMCs. 
Yet in the complaints that are referred to us we
simply don’t see any evidence for an increase in
consumers ‘trying it on’. In fact, less than three
per cent of the complaints we received last year
were ‘frivolous and vexatious’. 

So, what’s happening in PPI? 
Complaints about PPI have risen dramatically
since the court case in 2011, and last
December we received our 600,000th
complaint about this product. However, these
numbers don’t really do the reality of the task
justice. For example, in one week we can
receive up to 40,000 pieces of written
correspondence before we even start trying to
investigate and resolve cases. 

“OUR FIGURES
SUGGEST THAT
BUILDING SOCIETIES
ARE AMONGST THE
BETTER
PERFORMERS IN
FINANCIAL SERVICES”.
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PPI is by far the biggest area of complaint
we’ve ever seen. But then the figures around
PPI are all staggering. It’s estimated that over
50 million policies were sold over more than a
decade. And, having a complaints-led approach
to redress puts the onus on consumers to
complain if they feel their policy might have
been mis-sold. 
e scale of PPI means that we can’t write PPI
off as a temporary issue. So far, according to
FSA data, around ten per cent of all consumers
sold PPI have complained, and none of us can
be sure what the eventual figure will rise to.
e work of the ombudsman in this area will
continue for some time, both because the

volumes we’re having to manage remain 
so high, and because the number of cases 
we’ve already received means there is a
significant queue of consumers
waiting for an answer to 
their complaint. 

What does this 
mean for you?
I know that it can be hard to
see beyond the ‘noise’ of
complaints. e sheer logistics
in managing higher complaint
volumes on staff, infrastructure
and support are not trivial,
whatever the size your
business. My task is no different - in the 
last year we’ve added 1,000 complaint 
handlers to our workforce and in the coming
year we’ll employ 1,000 more - primarily to
handle PPI complaints. 

if you would like more information 
on the Financial Ombudsman
Service, visit their website at

www.financial-ombudsman.org.uk

of our service to you is sharing our 
insight and experience to help you in 
handling your complaints. 
At the Ombudsman, we believe that better
complaint handling is at the heart of rebuilding
trust. Building societies are well-placed to do
this because you’re already focussed on meeting
local needs. We know that the most loyal
customers are those for whom you’ve managed
to turn things around when they say “this
hasn’t gone right for me”. ey repay you by
spreading the word - and by creating the loyal
customer base that your members are rightly
proud of. 

Practically, handling larger numbers of
complaints is going to be a reality for many
financial businesses in the coming year, not
least as we work with you to resolve the
complaints your customers have raised. We are
now training up teams of specialist adjudicators
to work through MPPI and our teams will be
liaising with you over the coming months to
make sure we can work through these volumes
in an operationally effective way, which also
gets answers to consumers quickly.
But I’d urge you to think beyond compliance
and operational issues to consider what lies
behind a customer’s complaint - because it may
provide you with a valuable opportunity. It
might be a consumer telling you that they are

What the ombudsman sees

• 4.5% of all the complaints the
Ombudsman received were about
building societies

• 76% of all the complaints the
Ombudsman received were 
about banks

• 8% of all mortgage related complaints
were about building societies

• The Ombudsman upheld 17% of 
all complaints made about building
societies - a fall of 4% from the 
year before

• The Ombudsman upheld 51% of all
complaints made about banks

really struggling to meet their mortgage
payments, and some creative thinking may be
needed if you are going to keep that consumer

in their home and get
the debt eventually
repaid. It may be a
consumer giving you
an early warning 
signal that your
administrative
processes aren’t quite as
good as you think they
are. Or a signal that
your products aren’t
quite meeting
consumer needs.

Complaints can provide great insight, 
and handling them well and learning from
them is a way of improving consumer 
loyalty, and developing an even better 
service for your customers.

How are we working with you -
and how can we all do more? 
We offer a technical advice desk to support
financial businesses - staffed by some of our
most experienced complaint handlers. ey
provide guidance and complaint-handling
information to businesses and can help you
resolve complaints in the first instance. Many
of you will also have seen our ombudsmen at
industry events alongside our outreach team,
there to answer your casehandlers’ questions
and provide more guidance on our approach to
particular types of complaint. 
We’re not just a dispute resolver; we’re a service
- for both consumers and businesses. And part

“COMPLAINTS CAN
PROVIDE GREAT INSIGHT,
AND HANDLING THEM
WELL AND LEARNING
FROM THEM IS A WAY OF
IMPROVING CONSUMER
LOYALTY, AND DEVELOPING
AN EVEN BETTER SERVICE.”
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Coventry Building Society are 
on Twitter. Follow them
@CoventryBS 

or visit their website at
www.coventrybuildingsociety.co.uk

SUPPORTING 
THE COMMUNITY
By AnnA CuSkin, CORPORATE RESPOnSiBiliTy MAnAGER,
COvEnTRy BuildinG SOCiETy

in ThESE CuRREnT unCERTAin ECOnOMiC TiMES, iOnA BAin,
FREElAnCE jOuRnAliST And yOunG MOnEy BlOGGER SAyS ThE
nExT GEnERATiOn nEEd “All ThE hElP ThEy CAn GET”.
COvEnTRy BuildinG SOCiETy AGREE And hAvE RESPOndEd wiTh
A SERiES OF wORkShOPS, PROjECTS And SuMMER SChOOlS FOR
yOunG PEOPlE in ThEiR lOCAl COMMuniTiES.

We believe that we should support the
communities we serve, and that we have a
particular responsibility to encourage a better
understanding of personal finances. is has
led to a broad range of activities, from
running budgeting sessions in schools to
supporting the Citizens Advice Bureau in
providing debt advice. 

A project that we are very proud of is our
work with Lyng Hall Trust and Sports
Academy. Lyng Hall is a secondary school in
a deprived catchment area of Coventry that is
really proving that all students can respond
well given the right support and
opportunities.

In the last five years, over 50 members of staff
from all areas of the business have got
involved, including reading and number
partners, financial literacy volunteers, business
mentors, e-mentors and summer school
project leaders. e reading programme for
students with special education needs has
been particularly successful and made a
tangible difference. Deputy Head Chris Green
has commented:

“ere has been a marked improvement in the
reading ages of the students involved in the
programme, but the most noticeable difference is
in the confidence levels of the students who have
grown in self-assurance and have developed a
belief in their own ability.”

As well as helping students develop core skills,
we also work on raising aspirations and career
support amongst some very able students.
Last year, we offered places to eight Lyng Hall
students at a summer school in London where
they visited the House of Commons, the BBC
and the Bank of England.

Ryan French, Year 10 pupil at the school was
one of the students who experienced the
summer school. ‘It instilled a sense of success,
and was a wonderful opportunity. Being given
the chance to meet people who run so many
aspects of my life motivated, inspired and
encouraged me to pursue an exciting career.’
Ryan was subsequently chosen to go to
Brussels to visit the European Parliament 
and NATO. 

We also introduced Lyng Hall to the UK
Career Academies which match students with
business mentors and organise internships to
provide both insight to and experience of
employment. Via the Career Academies
programme, 30 students have worked with a
business mentor and experienced a six week
paid internship. Two of the former interns
continue to work for the Society whilst they
continued their studies. 

“From the Career Academy programme I gained a
new level of independence and I’m not afraid to
try new things. is programme opened my eyes to
the working world and made me realise how
much I’m capable of and how much more I can
achieve than anything I had realised.”
(Angela Mhlanga, former Career 
Academy student)

But it’s not all a one way street - by working
closely with the school, we can offer a range of
volunteering opportunities which are
themselves valuable experiences for staff. 

Over the last five years, the school has seen a
marked improvement in academic results and
attendance, and the fact that we now employ
some former students who came to us as interns
shows it offers genuine mutual benefit.

“We’ve had tremendous support from the
Coventry. e personal finance educational
programme, together with further support and
information for parents, has helped make a real
difference to the school and wider community.”
Paul Green, Head Teacher

» SOCIETY
matters community
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THE IMPORTANCE OF 
FINANCIAL EDUCATION
By iOnA BAin, FinAnCiAl jOuRnAliST And yOunG MOnEy BlOGGER

iT wAS An AnnOunCEMEnT MAdE FOuR MOnThS AGO,
ThE CulMinATiOn OF FiERCE lOBByinG By ChARiTiES,
MPS And RESPECTEd BOdiES in ThE FinAnCiAl
SECTOR. BuT ThE nEwS ThAT MOnEy lESSOnS will
SOOn hAvE TO BE TAuGhT in All SChOOlS iS STill
REvERBERATinG AROund ThE induSTRy. 

Up to now, financial education has been an ad-
hoc affair - in England, at least. Scotland, Wales
and Northern Ireland have technically been
ahead of the game for many years. 

But the Department of Education has finally
caught up with its neighbours, and perhaps not a
moment too soon. In this economic maelstrom, 

few doubt that the next 
generation need

all the help they can get. As well as depressed
interest rates and stagnant wages, young
people face their own unique set of financial
obstacles. Numerous studies show that
bumped-up tuition fees will leave graduates
with a debt pile worth over £50,000. A first-
time buyer could be waiting until their late
30s to get on the property ladder - if the bank
of Mum and Dad can’t help. 

It’s little wonder that three quarters of the
population are in favour of financial
education, according to a poll carried out by
the Nationwide Building Society. Half the
population think that if lessons on money
management had been around in the past,
they would have had ‘a positive impact’ on
their situation.

But there are so many questions surrounding
this landmark decision; what exactly will 
be on the syllabus, and who is best placed 
to teach it?

at uncertainty could be down to the way
this curriculum has been drawn up. e
Department for Education has stated that
school pupils must be “equipped with the
financial skills to enable them to manage
their money on a day-to-day basis as well as
to plan for future financial needs”. at
means learning about budgeting, as well as
the basic financial services that young people
are likely to encounter at some point. Pupils 

will also have to get to grips with wages, 
taxes, credit and debt, as well as the more 

‘sophisticated’ financial products that 
their parents may still be struggling 
to grasp. But that is as far as it goes

in suggesting how money is taught. In this
way, the new draft curriculum follows
arrangements already seen in Wales and
Scotland, where teachers can decide what
resources they use and how to cover the basics. 

But could building societies, now attracting
more support following the traumatic fallout of
the banking crash, prove helpful? Many mutuals
are already working with young people to
improve their financial literacy. e Nationwide
Education website, which has plenty of
interactive resources, has received over 35
million hits since its inception in 2008. But
there are plenty of smaller, local building
societies, demonstrating various strategies to
engage children with this thorny topic. 

For instance, Cambridge Building Society has
hosted ‘Dragons Den’ style events to ensure
local school children understand the world of
work, similar to the Progressive Building
Society’s Young Enterprise Programme.
Experts at Ipswich Building Society have 
gone into local schools as part of a Money 
Day programme, offering games and Debt
Cred sessions. e Newbury Building 
Society has even set up junior branches to 
get children learning about key financial
products through practice.

So however teachers decide to broach this
tricky subject when it becomes compulsory
next year, they can, at least, be assured 
they are far from on their own.

visit iona’s young Money blog at
www.youngmoneyblog.co.uk, 
or contact her directly through
Twitter @IonaYoungMoney
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For more information on jonathan
Evans MP, visit his website at
www.jonathanevans.org.uk or 

follow him on Twitter @JonathanEvansMP

THE NEW ALL PARTY PARLIAMENTARY
GROUP FOR MUTUALS
By jOnAThAn EvAnS MP

AS ThE lOnG-ESTABliShEd All PARTy PARliAMEnTARy GROuP
FOR BuildinG SOCiETiES And FinAnCiAl MuTuAlS COMES TO An
End, A nEw APPG FOR MuTuAlS ExTEndinG BEyOnd ThE wORld
OF FinAnCE iS BORn. ChAiR jOnAThAn EvAnS MP, ExPlAinS TO
SOCIETY MATTERS whAT’S in STORE FOR ThE GROuP, AS
POliTiCAl inTEREST in ThE SECTOR COnTinuES TO RiSE.

Just a few years ago, some questioned the
continued relevance of mutual societies and
companies. With the frenetic drive towards
demutualisation creating a ‘something for
nothing’ culture, it seemed that the mutual
sector in the UK would disappear forever.
Undoubtedly, the shock of the 2008 financial
collapse brought about serious rethinking
about corporate governance and ownership.

Since then, a renewed political interest has
been shown in the mutual ownership of
businesses, as the benefits of diversity in our
economy have become even clearer. All
political parties have shown an interest in the
mutual sector, and all made mutual specific
policy proposals in their manifestos at the last
election. Since then, the Coalition Government
included in their programme an unequivocal
commitment to promote mutuals.

e long-established All Party Parliamentary
Group (APPG) for Building Societies and
Financial Mutuals has done a great job over the
years in trying to highlight the contribution
that these financial sector businesses make to
the wider economy, but the current interest in
the mutual sector extends well beyond the
world of finance. ere are many areas where
the broader mutual sector needs to take
forward the expertise and experience of the
current APPG, and that is why there 
has been universal parliamentary 
support for establishing a new 
Parliamentary Group, broadened 
to include the whole 
mutual sector.

ere is already a heavy agenda to be taken on
by the new Group. e Government is
committed to promoting new employee-owned
mutuals to run a number of our public services.
It is also planning to convert the Post Office
into a multi-stakeholder mutual. Other
community based mutuals like football
supporter trusts have also created huge interest
among parliamentary colleagues.

All of these areas can clearly be better scrutinised
by building on the expertise of the established
mutual financial industry APPG and widening
our work to cover the full range of mutual
sector activity. We also anticipate much higher
interest in participation and engagement among
our parliamentary colleagues.

e initial work programme of the newly
formed Mutuals Group will look at Football
Supporter Trusts as well as analysing how
mutual capital can be raised without destroying
the mutual principle. We will look at how
public service mutuals can be set up and survive
in a competitive market.

We will also be looking at areas of continuing
interest to the building society sector, including
the activities and impact of claims management
companies and the protection of vulnerable
adults, as well as the Government’s reforms of
the banking sector and their impact on building
societies. It is crucially important that the focus
of financial services mutuals on customer service
is both understood by parliamentarians and
regulators as well as enhanced and improved
upon by companies and societies themselves.

In this way we will be maintaining the
effectiveness of our Group in promoting
financial services mutuals, whilst widening the
focus of our work to cover the major
contribution which mutuals make in all sectors
of UK life.
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VIVA 
INDIVIDUALITY!
By diCk jEnkinS, ChiEF ExECuTivE, 
BATh BuildinG SOCiETy 

ThE SizE, MAkE And MOdEl OF EACh BuildinG SOCiETy
iS uniquE And duRinG A TiME OF diSTRuST in ThE PlC
BAnkinG SECTOR, ThE MuTuAl MOdEl hAS EMERGEd
AS A viABlE And wORThy AlTERnATivE. yET hOw dO
SOME OF ThE SMAllER BuildinG SOCiETiES COMPETE
in A wORld dOMinATEd By lARGE, MulTinATiOnAl
CORPORATiOnS? 

Companies that supply our sector - including
our own trade association- often tell me that
despite the many things smaller building
societies have in common, we all seem to be
very individual. Personally I like the fact that
each society has its own style, flavour and
personality, in a world where so many things
are standardised and commoditised. I believe
it really adds colour and some spice to life to
have a little diversity.

At the core of all local and regional societies is
a self-evident source of competitive advantage;
our very size, which allows us to distinguish
ourselves and attract customers away from the
larger mainstream players. Our small size
allows us to focus on personal service, to offer
flexibility and access to the key decision
makers which many customers really value.
And the small size of local and regional
societies seems to generate something of a
‘family’ type of culture quite distinct from the
standard ‘corporate’ culture which typifies
larger organisations. 

But as I learn more about other societies, I do
see a pattern emerging whereby there are three
distinctive strategies which underpin the
diversity of smaller societies. ose strategies
could be labelled ‘simple’, ‘local’ and ‘niche’.

• e simple strategy is one in which the
society looks to have a very small range of
mortgage and savings  products and the
very low cost base required to operate these
products allows the society to compete
with the larger players. Typically these
organisations do not have branches,
outsource many of their operations and
rely on PR and best buy tables to bring
their very competitive products to the
public’s attention.

• e local strategy is one in which loyalty is
built up through a real local presence in
the community which allows the society to
succeed even though its products may not
always have the most competitive rates.
ese societies are at the heart of their local

communities and their websites usually
reflect this with prominent photographs of
their beaming chief executive handing over
cheques to local good causes.
Characteristically societies with local
strategies are very much branch-focussed
and these societies tend to favour add-on
services like will-writing or funeral
planning which are distributed through a
thriving branch network. It is in societies
deploying the local strategy that the
concepts of mutuality and member
engagement are most actively promoted.

• e niche strategy is quite a different kettle
of fish. Here societies focus on generating
success through niche lending,
characteristically using the competitive
advantage of manual underwriting to reach
parts of the market that the factory
underwriting processes of larger lenders
can’t reach. ese societies tend to have
high margins, but also have a relatively
high costs base to reflect the ‘high touch’
required to service the niche markets. Some
are innovators in the lending world. ese
tend to be ‘head office’ businesses where
the branch is less important.

Perhaps this difference in focus explains a
little bit why some ideas are well received by
some societies and resisted by others.

In practice no small society is simply an
archetype of just one of these three positions.
Many niche focussed societies are also doing
their bit in the local communities, for
instance. And, also by way of example, many
branch-centred societies deploying the ‘local’
strategy are getting into more niche lending.

And, of course, superimposed on these three
basic positions there are nuances brought
about by a society’s particular history, or a
host of other factors, not least the background
and unique style of the chief executive!

Viva individuality!

For further details about 
Bath Building Society, 
visit their website at

www.bathbuildingsociety.co.uk
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PAul wAlSh, ChiEF ExECuTivE,
CunA MuTuAl EuROPE diSCuSSES
ThE GROwinG ‘PROTECTiOn GAP’ in
ThE uk, And ThE nEEd FOR
lEndERS TO PROvidE COnFidEnCE
TO BORROw. 

Media reports about the squeeze on every
societal group due to stagnating incomes, rising
redundancies and spiralling living costs are
almost a daily occurrence. 

Despite this, there’s a great story to tell.
Consumer spending, including home
purchasing is a cornerstone of the British
economy, and the mutual sector’s share of
lending that is going on is increasing steadily,
but we could be doing better. ere are of
course sides here - the supply side of providing
mortgages, but also the demand - and this is
what we can increase - by providing consumers
with the confidence to borrow more. 

At CUNA Mutual, we surveyed more than
1,000 people, and discovered that 42 per cent
of UK residents would find themselves in severe
financial difficulty within one to three months. 

Of those, on average 17 per cent would be in
trouble within the first four weeks of
unemployment. Alongside this, 83 per cent of
UK residents do not have an insurance policy
in place to cover loss of income due to
unemployment, accident or sickness, revealing
the extent of how vulnerable we are.

We have presented these figures to Parliament,
via an All Party Parliamentary Group (APPG)
on Insurance and Financial Services, and the
MPs present were unanimous in their attitude
that the industry needed to seek a 
new, innovative approach 
to protecting the 

public following the PPI mis-selling 
scandal. ey each conveyed concern when
confronted with figures about the ‘protection
gap’, especially as the risk of unemployment
hasn’t left us. 

Just one in ten UK residents feels secure in
their job, and half do not have savings to fall
back on should they become unemployed. 
A telling 44 per cent say they are cutting back
on heating despite us having seen a long, 
cold winter, and more than half of the
population - 59 per cent, are cutting down 
on food to save money.

Our research has been matched by Which?
and countless other consumer agencies - it’s
becoming abundantly clear that pockets across
the UK are stretched.

Over the past three years, CUNA Mutual has
developed a product, the CM Waiver, for the
UK market where the burden of insuring risk
against sickness and unemployment is
transferred onto the lender. e CM Waiver
provides a forgiveness period for a set amount
of time, at no additional cost to the borrower. 

Our debt waiver product was pioneered in the
US, and has been widely adopted there 
by big lenders including the 
Navy Federal 

Credit Union, one of the nation’s biggest
lenders, with currently $35,257,130,618 
in loans. 

When people aren’t spending on everyday
essentials, insurance is something people
cannot afford, but it is something that they
and critically, lenders need. 

It is time we take responsibility, and offer a
way for British people to be financially
protected without having to dig deeper in
their empty pockets. is is why our CM
Waiver product works, it protects borrowers,
but lenders absorb the insurance risk and
financial burden.

British consumers want and need to be able to
borrow, and the evidence shows that
consumers want to be able to complete that
lending with the mutual sector. If we could
offer confidence and support to our customers
- the market share of the sector could grow
even more significantly, while giving its
customers the break they deserve, and the
peace of mind they need in an increasingly
uncertain world. 

Paul walsh is on Twitter. 
Follow him @PaulJWalsh_CUNA
for Tweets about “insurance 

mutuals and the odd rugby game”.

FINANCIAL FRAGILITY AND 
‘THE PROTECTION GAP’ RISK



BUILDING A MORE ENERGY
EFFICIENT FUTURE
By PhiliP SEllwOOd, ChiEF ExECuTivE, EnERGy SAvinG TRuST

REduCinG CARBOn EMiSSiOnS, dEvElOPinG SuSTAinABlE
SOuRCES OF EnERGy, MAkinG wATER uSE SuSTAinABlE And
kEEPinG PEOPlE wARM And COSy OvER ThE winTER iS A
COMMiTMEnT MAdE By ThE EnERGy SAvinG TRuST, whO nOw
ElABORATE On whO ThEy ARE, whAT ThEy dO And whAT ThEy
BEliEvE ThE FuTuRE hAS in STORE.

e Energy Saving Trust (EST) has one clear
goal - to help everyone save energy. To fulfil
this goal, it’s vital for homes across the UK to
be energy efficient. Not only will this reduce
energy bills for the homeowner but it will also
reduce carbon emissions too. 

Our role in achieving this goal is to be a
definitive source of information for the UK
public so they can make an informed decision
about how they can reduce the amount of
energy they use in the home. is could be
through advising them how to be more
energy efficient or what energy efficiency
improvements could be made to their home.

Now more than ever there is a need for
households to be informed so we can enable
them to deliver carbon and financial savings
to benefit their situation. is is especially
relevant at the moment, with energy bills
making up a significant proportion of a
typical household expenditure. is
proportion is likely to increase, as fuel 
prices in the UK continue to rise.

At the same time, domestic energy efficiency
schemes such as the Green Deal are receiving
more interest each day, with homeowners
being able to pay for energy-efficiency

improvements through savings on their
energy bills rather than one up-front cost.
is is designed to encourage the take-up of
more energy efficiency measures in homes
across the UK for homeowners to save money
on their energy bills.

With this in mind, it’s perhaps surprising that
home buyers do not necessarily take account
of future likely energy bills when choosing
properties. It’s common sense that a more
energy efficient home should be a cheaper
home to run. erefore, the energy efficiency
of the home and, as a result, the likely future
energy bills should surely be considered as
part of any home purchase.

A counter-argument to this point is that it’s
difficult to provide home buyers with this
information. Mainly because the amount paid
in energy bills is the result of an interaction
between a variety of complexities which
include the homeowner’s behaviour, the
physical characteristics of a property and the
different energy saving measures (heating
systems, appliances, etc.) installed 
in that property.

Despite these complexities, the Energy Saving
Trust believes there is a need to gain a wider
understanding of the amount of money that
home buyers will be likely to pay on energy
bills for a new home. is will help provide
additional information to buyers when they
are in the process of purchasing a home,
which could prove vital when considering the
long-term costs of a property, something
which is not currently considered.

It can be argued that things like energy bill
costs are not at the forefront of home buyers’
minds when purchasing a new home.
However, the Energy Saving Trust believes
that this is only because there is currently a
lack of information around the likely future
costs of energy bills. With rising energy bills
and a greater awareness of these future costs,
it’s highly likely that this will become more of
a priority for home buyers and will be a
source of information that they actively seek. 

For more information on improving
energy efficiency in your home, visit
www.evergysavingtrust.org.uk
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DIARY
ThROuGhOuT ThE yEAR, wE ORGAniSE nuMEROuS 
knOwlEdGE ShARinG, EduCATiOnAl And nETwORkinG 
EvEnTS FOR MuTuAl lEndERS And dEPOSiT TAkERS.

PLEASE VISIT BSA.ORG.UK/EVENTS TO SEE THE FULL PROGRAMME.

An Introduction to FRS 102
17 June, Birmingham 
and 20 June, London
FRS 102 is the new accounting standard that
comes into force from 1 January 2015. It
replaces UK GAAP, the accounting
framework currently used by those building
societies not required to use IFRS. ese two
highly practical seminars provide an overview
of the new requirements and a guide to what
societies should be doing, and when, in the
run-up to their introduction.

Tax Webinar with KPMG -
FATCA is coming
19 June 2013, 10.30 - 11.30am
is webinar will discuss the action building
societies, big and small, should be taking now
in anticipation of the 1 January 2014
implementation date. Particular attention will
be paid to what societies should do, and by
when, if they wish to take advantage of the
deemed compliant financial institution
exemption (“Annex II”). Areas to be
addressed include changes to customer forms,
onboarding processes and returns.

Stress Testing - 
An Evolving Approach
27 June, London 
e financial crisis showed that many
financial institutions’ stress testing was weak,
even unfit for purpose. Since then, the
Prudential Regulation Authority has
introduced tougher requirements. Stress and
scenario testing must now demonstrably form
an integral part of the tools used by senior
management in making robust integrated
business strategy, risk management and capital
planning decisions. is event will update
BSA members on regulatory requirements,
domestically and internationally, and discuss
best practice in the sector.

Vulnerable Adults Seminar
28 June, London
is seminar will feature presentations by a
range of external organisations to give
delegates a better understanding of the
support that vulnerable adults need both in
terms of helping them manage their finances
and of protecting them from criminals
preying on their vulnerability. Delegates will
also be able to hear from BSA members on
how they are tackling the challenges of
supporting their vulnerable account holders.

The Future of the 
Conveyancing Market
2 July, London 
is seminar will provide detailed 
insights into how the provision of
conveyancing services continues to change
following the conclusion of the FSA’s 
Fraud thematic review. It will also examine
the new business structures beginning to 
form since the implementation of the 
Legal Services Act 2007.

Seminar on Prudential Risk 
and Regulation
16 July, London 
Supervisors have, since the banking crisis,
been raising the bar in terms of tougher
prudential standards - capital, liquidity, risk
management - and even the recently passed
CRD 4 may be not the end but more like the
beginning. is BSA seminar will examine the
strategic implications for BSA members
arising from all aspects of the evolving
prudential regulation agenda. You will hear
from Deloitte experts in prudential regulation
and be able to discuss strategic issues with
them, and your colleagues within the sector,
in a safe space.

Audit and Accounting Seminar
10 October, Leicester 
Regulatory, auditing and accounting
requirements are constantly changing and this
seminar provides a summary of the key
implications of such changes for building
societies with presentations from specialists
with extensive regulatory, financial sector and
building society experience. 


