1st August 2005 Lloyds TSB - Salesforce

Salesforce Targets
Discussions Continue

In a previous Newsletter we said that LTU would be meeting the Bank shortly to discuss our claim for a
target reduction across the salesforce populations to reflect the fact that performance is in a downward
spiral. Q1 performance was horrendous and Q2, according to the information we have received from
members, was not much better.

The most recent economic data also shows that the economy is slowing down and that it is seriously
affecting consumer confidence; so much so that even the Bank is predicting that some of its key markets
will fall next year. Helen Weir, Group Finance Director, in a presentation in New York, recently said

that the rate for consumer credit growth is slowing with the personal lending and mortgage markets
expected to fall by 0.5% and 1.8% respectively next year.

If they are realistically set, targets are a valid lever for increasing productivity. However, if the salesforce
believe that those targets are unrealistic and unachievable they will not strive to achieve them. LTU
believes that in the present climate the Bank's targets are simply not realistic and need to be reduced to
reflect the market as it now is, rather than how it was when targets were introduced at the beginning of
the year. Branch targets have been re-evaluated and reduced. It is only fair and equitable that salesforce
targets are reduced accordingly.

| will report to members on the progress of our discussions after our meeting next week.

Salesforce Salary Survey 2005

The union will be meeting Terri Dial, Group Executive Director, shortly to discuss her plans for the
network and we would welcome your views, comments and questions on the type of issues you would
like us to raise with her.

| appreciate that you are very busy but would be grateful if you could spare a few minutes to complete
the survey overleaf and return it to the Union's Bedford Office in the reply paid envelope enclosed.

The results of the survey will be announced in future Newsletters.

If there are any members with any questions on salesforce related issues they can speak to the Union's
Advice Team on 01234 262868.

Mark V Brown
Assistant General Secretary



LLOYDS TSB GROUP UNION
Salesforce Survey 2005

Are You? (please tick)

Mortgage Arranger:

Financial Consultant (including BHC and SIA):
Financial Planning Manager:

Personal Account Manager:

Privilege Manager:

Qaaaaad

Premier Manager:

On average, how many hours do you work in a typical week? (please tick)

35 - 40 hours: O
41 - 50 hours: O
51 - 60 hours: O
60+ hours: 0

Have you ever been, or are you, on either a 'formal’' or 'informal' PIP?

Yes D No D

If Yes:

a) Was it justified? Yes O No OJ
b) Did you get support from your line manager? Yes [J No OJ
¢) Overall was it a positive experience? Yes [ No [
d) Was it used to bully you to improve your performance? Yes O No [J

Have you ever been threatened with a Performance Improvement Plan in order to improve
your performance?

Yes D No D

If Yes, how often have you been threatened?

Daily O Weekly O Occasionally O



7.

To what extent do you agree or disagree with the following statements?

Strongly
Agree

Tend to
Agree

Hard to
Decide

Tend to
Disagree

Strongly
Disagree

Lloyds TSB "is a great place to
bank".

I'm demotivated with my job at
the moment.

The pressure to sell is getting too
much.

I don't feel valued by the Bank for
the role I do.

I've seriously thought about leaving
the Bank altogether.

Local markets have had no impact
on the way I do my job.

We've become too focused on targets
to the detriment of customer service.

Overall, I think I provide my
customers with best advice.

If it was on offer I'd take Voluntary
Severance / Voluntary Early
Retirement tomorrow.

I would recommend Lloyds TSB as
a good organisation to work for.

Customer Service is non-existent in
Lloyds TSB.

The Balanced Scorecard has made

no difference to the way I do my role.

The Bank is only interested in my
sales performance.

I feel pressured to sell customers
products which I know they
don't need or can't afford.

PIP's are better than moving down
levels automatically.

Please complete and return your survey form before
22nd August 2005.

If you have any questions on the package, contact

LTU’s Advice Team on 01234 262868.




8. If you could ask Terri Dial, Group Executive Director, Retail Banking, to change three things to make your role easier, what would they
be and why?

Proposed Changes Why




