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21ST MAY 2009 ALL MEMBERS IN DIRECT CHANNELS

Direct Channels: 
Reorganisation & 

Redundancies
Direct Channels - the business unit recently 

created from the combination of the 
Telephone Banking and Digital businesses 

across the Lloyds Banking Group - has today 
announced its latest wave of job reductions 
resulting from the integration of HBOS and Lloyds 
TSB operations.

This phase of job reductions is focussed speci� cally 
on Direct Channels� senior management and support 
operations and will eliminate around one-sixth 
(17%) of all jobs in these areas. Its key features are:

l 211 out of 1,061 roles in the areas directly 
affected (out of a total support operations 
population of 1,218) will be made 
redundant as a consequence of integrating 
managerial and support services roles 
across LTSB and HBOS. These will be lost from 
across 16 sites in HBOS (where 646 such staff are 
based) and 11 in LTSB (from 415 staff).

l The majority of roles to be lost - 80% of the 
total - will be from amongst Band 8 (95), 
Band 7 (21) and Band 6 (57) staff. For Band 
8, this is almost half of all staff.

l The role of Head of Contact Centre (HoCC) 
is being scrapped and replaced by six 
Regional Heads of Telephony (and one for 
PLD, Brighton) who will be responsible 
for managing both LTSB and HBOS Contact 
Centres in their regions and a small number 
of Regional Sales Heads. The new Regional 
Head roles, which will be graded at Band 2, 
will typically be responsible for managing three 
Contact Centres.

l The hub of the new integrated Digital 

operation will be based in London, 
though the Bank will still consider 
retaining staff in Halifax and Bristol.

l The number of roles being made 
redundant in each area - and what this 
represents as a percentage of staff 
numbers - is detailed in the table below:

The Next Phase
It is clearly only a matter of time before 
the Bank announces further waves of 
redundancies in Direct Channels.

The Bank says it has not yet reached a 
decision on which HBOS and LTSB Contact 
Centres it will eventually close, nor the 
number of Adviser roles it could plan to 
make redundant. This decision is expected 
later in the year. In the meantime, the 
recruitment of new staff into Adviser roles has 
been wound-down at all Centres.

DIRECT CHANNELS - JOBS BEING 
MADE REDUNDANT

The Bank intends making the following jobs 
redundant by January 2010:

l Contact Centre Senior  16   (46%)
 Mgt  (incl. PA support) 

l Service   86   (21%)

l Sales   64    (37%)

l Risk   6      (4%)

l Digital   39    (33%)

NB. Percentages are of total staff in each area 
across LTSB and HBOS as at 31/12/08
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Redeployment Into Adviser 
Roles
One of the biggest issues that may arise as a 
consequence of this phase of Integration, is the 
redeployment of support staff - particularly those 
based in Contact Centres in Bands 6 to 8 - into 
Adviser roles.

The Bank has already told LTU it will be 
considering redeploying staff - if necessary 
against their will - in order to limit redundancy 
costs. This was the case during the Site Operations 
Review last year when a number of staff who would 
have preferred Severance were forced to accept 
Adviser roles. 

Redeployment Into Adviser 
Roles
For Telephony Support staff who face the prospect 
of redeployment into Adviser roles - whether by 
choice or by being forced to do so - there is an 
added dimension that has not arisen during previous 
reorganisations in the Bank.

This relates to the introduction of Lifestyles 
Work Patterns across PhoneBank. And of course, 
whilst Lifestyles is currently only being introduced in 
PhoneBank at present, we expect it to be extended 
to all other Advisers over the course of this year.

For staff who may transfer into Adviser roles, the 
following considerations are important: 

l LTU would challenge whether transfer of support 
staff against their will into alternative roles would 
be legally enforceable, in circumstances where the 
new roles currently - or in the foreseeable future 
- would require a change in Working Patterns. 
In most cases, LTU doesn�t believe these would 
qualify as �suitable alternative employment� (see 
pages 5 and 6).

l Equally, LTU would not accept that a Telephony 
Adviser role is acceptable as alternative 
employment that can be forced upon staff where 
they have not recently worked in a similar role.

l If staff were forced into accepting Adviser roles 
- or are happy to do so on their current Work 
Patterns -  LTU would insist that they must not be 
forced to change to one of the Lifestyles Work 
patterns, unless they freely choose to do so.

LTU has over recent months provided important 
support to Telephony Advisers concerning the 
introduction of Lifestyles Working Patterns. Members 
wanting to understand more about this issue should 
read our Newsletters at www.ltu.co.uk/newsletters.
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LTU’s Key Priorities
Throughout these and all other job reductions arising 
from integration, LTU will have two key priorities:

l  Ensuring that the Bank takes all possible 
steps to avoid making affected staff 
compulsorily redundant. LTU will be doing 
all it can to avoid staff being made compulsorily 
redundant until all other possibilities have been 
exhausted. Measures must include seeking 
volunteers for redundancy - both in the areas 
affected and elsewhere to creating �bumping 
opportunities� - removal of contractor and agency 
roles and, wherever work has been offshored, the 
return of these activities to the UK. 

l  Avoiding �Forced Redeployment�. An issue 
for many staff that is almost as emotive as 
redundancy, concerns circumstances where staff 
are forced to redeploy into alternative roles that 
they may not wish to accept (perhaps preferring 
Voluntary Severance) or consider unsuitable. LTU 
will also be giving these staff its fullest support.

Over the remainder of this Newsletter, LTU provides 
detailed advice on staff job security rights and 
entitlements, guidance on how to calculate the 
Severance Terms and information on the high quality, 
professional support that LTU will be providing our 
members in Direct Channels at this important time.
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The Reorganisation & Selection 
Process Explained
Over recent weeks, the Bank and Union have been in 
detailed discussions over arrangements for this latest 
phase of job reductions in Direct Channels.

Selection Pools
All staff affected by these reorganisations will be 
organised into Selection Pools 
consisting of staff from across 
HBOS and LTSB in their areas, 
who are in similar Bands and roles 
and hence �competing� against 
each other for future roles in the 
new, integrated structures.

Staff in the same Selection Pools 
will be advised of which other 
categories of staff they will be 
�competing� against and will be 
given details of the speci�c roles 
(and the number of these that 
will be available) that they are 
permitted to express interest in 
under the new structure.

One-To-One 
Meetings 
& Personal 
Preference Forms
All affected staff will have one-
to-one meetings with their line 
managers and will be asked to 
complete Personal Preference 
Forms in which they should 
set out their career history, 
quali�cations, skills, experience 
and knowledge.

Staff will also be asked to indicate which 
redeployment opportunities they might be 
interested in or, if they prefer, express an interest 
in leaving the Bank on Voluntary Severance Terms. 
Guidance for members on how to calculate their 
Severance Terms entitlement is provided later in this 
Newsletter.

Each of the roles available in the new, integrated 
structure will have a set number of Selection Factors 
that the Bank believes will be relevant when selecting 
which candidates have the most relevant knowledge 
and skills.

The Bank has set out a list 14 core Selection Factors, 
of which typically 5 (or slightly 
more) will normally be assigned 
to each role. These core Selection 
Factors are listed in the table 
alongside. 

There is scope for the Bank to 
require additional knowledge 
and skills other than these 
core factors, though only after 
agreeing the Selection Criteria 
with LTU.

Furthermore, for Band 1 and 2 
roles, often the Bank will also 
assess candidates� suitably by 
reference to JDIE.

These Personal Preference 
Forms should be completed and 
returned to line managers by the 
dates speci�ed for each area.

Voluntary 
Severances
It is LTU�s priority that wherever 
possible no members of staff 
should be made compulsorily 
redundant as a consequence of 
this reorganisation.

The Bank has accepted that wherever possible it 
should pursue voluntary redundancy as the preferred 
mechanism for achieving job reductions. It will be 
relying on one-to-one discussions between line 
managers and staff and the submission of Personal 
Preference Forms to identify those staff who would 
be interested in leaving the Bank voluntarily with a 
Severance Payment.

SELECTION FACTORS: CORE 
KNOWLEDGE & SKILLS

Suitability of candidates for most 
roles will based on a judgement of 
each individual�s capabilities when set 
against 5 or more of the following 14 
core factors which are considered most 
suitable to the roles concerned:

l Oral Communication

l Written Communication

l Interviewing

l Presentation/Facilitation

l Self/Work Organisation

l Keyboard/Software Applications

l Performance Review & Devpt

l Budgeting

l Analytical Skills

l Project Management

l Change Management

l Organisational Awareness

l Environmental Awareness

l Procedural/Product/Specialist 
Knowledge

Some roles may have additional factors, 
though only after agreement between 
the Bank and Union.
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However, the Bank also insists that it will want to 
retain the strongest team that it can and so there 
is no guarantee that staff who have expressed an 
interest in Voluntary Severance will be allowed to 
leave on this basis.

Selection Process
The Bank will be following a set process for 
determining which staff should be selected for either 
remaining in their teams or redeploy into other 
roles.

It says its intention throughout is that there should 
be a fair, consistent and transparent approach to 
selecting staff for remaining roles:

l	 Based upon the Personal Preference Forms 
completed and submitted by staff, the Bank 
will conduct a desk-top exercise to identify 
which staff best match the skills and knowledge 
appropriate to the available roles.

l	 A proportion of staff - typically between 10-20% 
- will be selected to roles on the basis that they 
are clearly the strongest candidates for the roles 
available.

l Performance ratings will also be used to help 
select candidates.

l In the case of Bands 1 and 2 roles, the 
capabilities of candidates will also be assessed 
using JDIE.

l Whilst the expectation is that most staff will 
be appointed to available roles on the basis of 
this desk-top selection process, where desk-top 
selection cannot establish clear and justi�able 
differences between candidates, interviews will 
be used to differentiate between staff. 

l Where interviews do take place, these will be 
designed to assess affected staff against two 
criteria: performance and knowledge/technical 
skills. For each available role, the knowledge/
technical skills will be based upon a minimum 
of �ve criteria that the Bank believes are most 
appropriate to the role (see table on page 3). 

In some areas where there are a number of speci�c 
requirements for roles that can only be matched by 
the existing job holder or job holders - and there 
is no surplus of obvious candidates for the roles 
- it is possible that staff may be �ring-fenced� and 

appointed automatically. 

However, this exemption from the Selection Process 
will be an exception only and will be permissible 
only after agreement between the Bank and LTU, to 
ensure that the Selection Process remains fair and 
transparent.

Unsuccessful Candidates - 
CREST
Staff who are unsuccessful in applying for roles in 
the areas available to them, but remain interested in 
redeployment, will be allocated to a �Displaced Pool�.

HR will seek to source possible alternative roles 
elsewhere in Direct Channels and the Retail Division, 
possibly leading to candidates unsuccessful in one 
Selection Pool being allowed to join different 
Selection Pools, possibly for roles one Band lower.

Displaced staff who remain unable to �nd alternative 
roles will then receive the support of CREST; a 
function set up to seek redeployment opportunities 
across all Divisions in the Lloyds Banking Group, 
which takes the place of LTSB�s Pathways function.

CREST is responsible for:

l	 Providing a Group-wide perspective to 
redeployment, co-ordinating redeployment 
forums in key locations (i.e. where there are 
concentrations of staff over more than one 
Division).

l	 Receiving details of all Group vacancies, which 
it will seek to �ll from displaced staff before 
consideration is given to advertising vacancies 
externally.

Only once CREST has sought out and failed to secure 
vacancies for displaced staff will the Bank consider 
making staff compulsorily redundant.

LTU Monitoring
LTU will be monitoring the Selection Process to 
ensure that staff are treated fairly and consistently 
The Union will also be meeting regularly with senior 
representatives from Direct Channels to review 
progress.
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Staff Rights & Suitable 
Alternative Employment
Though the Bank accepts that many staff will be 
made redundant, it is nevertheless insisting upon 
reserving the right to redeploy staff into what it 
considers to be suitable alternative jobs.

It is therefore important that all affected staff 
understand the limits of the Bank�s discretion when 
determining into which roles it can and cannot 
redeploy them.

In the simplest terms, if roles meet the legal 
de�nition of �suitable alternative employment�, 
staff have no choice but to accept them or resign 
without compensation.

However, if the Bank fails to offer genuine 
�suitable alternative employment�, staff can 
refuse to redeploy into alternative positions 
and insist upon receiving Severance Payments 
instead.

What Is Suitable Alternative 
Employment?
Any Direct Channels staff affected by this 
reorganisation who are refused the choice of 
leaving on Voluntary Severance Terms, will have 
a legal right to be offered �suitable alternative 
employment� if it is available. If such positions 
cannot be found, staff are entitled to be offered 
the Bank�s Voluntary Severance Terms as an 
alternative to redeployment.

�Suitable Alternative Employment� would be:

l	 A position at the same Band or level of 
seniority (see �Transfer To A Lower Grade�)

l	 Within the skills, competencies and 
experiences of an individual, subject to 
adequate training

l	 A �proper job� rather than one of only a 
short-term nature 

l	 With the same working patterns

l	 Within recognised mobility parameters.

Staff are often offered temporary secondments or 
projects, but these would be treated as �suitable 
alternative employment� only if there was a real 
prospect of the individual continuing in the post for 
the foreseeable future.

Where members of staff are offered genuinely 
�suitable alternative employment� they cannot 
unreasonably decline the alternative jobs. If they do, 
they risk being treated by the Bank as having resigned 
and will not be entitled to any compensation.

Travel & Mobility
In some cases, staff may be concerned that they could 
be offered alternative jobs that are some considerable 
distance from where they live. The guidelines agreed 
between LTU and the Bank specify that normally staff 
should be expected to transfer only where;

l	 The journey from home is less than 25 miles, 
or;

l	 The journey time for staff travelling by public 
transport is less than 1 hour 15 minutes.

Of course, each case needs to be judged on its own 
merits. In some circumstances (such as quick driving 
routes) a longer journey may be reasonable; whilst in 
other cases 25 miles may be too great a distance (i.e. 
congested or cross-country journeys). 

The Bank must also take into account the �personal 
and domestic circumstances� of staff, for instance their 
child or family care responsibilities, when considering 
asking them to transfer.

Job Size & Duties
Any member considering accepting an alternative job 
should:

l	 Ask for the Hay Job Units score for the new 
job.  Members must remember that the fact 
that two jobs are in the same Band doesn�t 
mean that the salaries attached to them 
will be managed around the same Market 
Indicator. This can and will affect the salaries 


