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16TH JULY 2009 ALL MEMBERS IN COLLECTIONS & RECOVERIES

Collections & Recoveries 
To Exit Two Sites And 

Cut 275 Jobs
On the same day the Bank has announced 

that a further 1,202 jobs will be lost across 
the Group as a result from the integration 

of Lloyds TSB and HBOS activities - bringing the 
total announced over the past twelve weeks to over 
8,700 - it has also announced plans to cut 275 jobs 
within Collections and Recoveries.

In addition to the 275 job losses, the Bank�s 
plans involve withdrawing Collections and 
Recoveries from 2 of its 8 UK sites, with those 
6 sites that remain becoming so called Centres 
of Excellence. 

Collections and Recoveries intends to pull out 
of Andover and Southend, with affected staff 
facing the prospect of either redundancy or 
redeployment into alternative functions.

The key features of the Bank�s plans for Collections 
and Recoveries include:

l 120 jobs (FTE) will be lost in Southend, 
as this work is to be transferred to Hove. 
The Bank says it hopes to limit redundancies in 
Southend by investigating opportunities for the 
redeployment of staff into Fraud Operations, 
where it expects staff numbers to rise. 

l 45 jobs (FTE) will be lost at Andover, as 
LTSB Collections Correspondence work 
transfers to Hove. The Bank says it expects 
to redeploy all permanent staff into Banking 
Operations where there are presently vacancies.

l All 87 (FTE) LTSB Recoveries jobs at Hove 
will be transferred to HBOS�s operations 
at Rosyth and Livingston, with the site 
becoming instead a single Centre of 
Excellence for Collections.

l Around 2,000 staff will be automatically 
transferred into Collections and Recoveries  
roles without having to reapply for 
their jobs. The remaining 243 staff will 
be required to go through a preference 
exercise, the outcome of which will lead 
either to con� rmation in remaining roles, 
redeployment elsewhere or redundancy.

l Overall, 53 jobs will be lost through 
reducing overlap and duplication and a 
further 222 jobs lost as a result of site 
exits and Operational Excellence (i.e. lean 
manufacturing).  

l The biggest staff reductions will be from 
amongst Bands 5 and 6 staff (HBOS Levels 
2 and 3) and amongst Temporary Staff.

Offshoring & Corporate 
Social Responsibility
Despite making hundreds of Collections and 
Recoveries jobs in the UK redundant and planning 
the pull out of 6 of its 8 UK sites, the Bank refuses 
to mitigate job reductions in the UK by returning 
work from India.

Rather than putting � rst the interests of its existing 
UK staff and the UK economy, the Bank has said 
it intends to maintain Collections and Recoveries 
activities in all three India sites, maintaining staff 
numbers there.

It is disgraceful that the Bank should continue its 
Offshoring Policy and the Union has been lobbying 
MP�s and shortly meeting UK Financial Investments 
(UKFI) which manages the Government�s 43% stake 
in LBG, insisting that the Bank come under political 
pressure to return jobs to the UK.
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Impact Upon Staff
The Bank has said that one of the biggest causes 
of reductions in staff numbers within Collections 
and Recoveries will come from what it has called 
�Operational Excellence�. 

This will account for 222 of the 275 job losses.

The Operations 
Excellence programme 
will consist of two 
strands of activity:

l	 The application 
of Lean 
Manufacturing 
techniques, which 
the Bank describes 
as involving the 
removal of �non-
value adding 
work�.

l	 The introduction of greater automation, 
such as new technology for Automatic Call 
Distribution (ACD) and Interactive Voice 
Response (IVR).

At the same time as making these reductions, the 
Bank has said it intends to create 150 additional 
customer facing roles.

Implementing The Reductions
The Bank has said it hopes to achieve many of the 
job reductions through a combination of terminating 
Agency Contracts, transferring staff into other 
functions (e.g. Fraud Operations in Southend) and 
where necessary offering staff Voluntary Severance.

The 243 staff who 
have to participate 
in the Preference 
Exercise will be 
asked to select three 
alternative roles 
that they might 
be interested in as 
well as expressing 
interest in Voluntary 
Severance where this 
applies.

A recruitment freeze has been placed on non-
customer facing roles, though the Bank is refusing to 
return work from India.

Of course these are only initial reductions planned to 
be implemented before the end of 2009 and there 
is every probability that further reorganisations, site 
closures and job reductions will follow over the next 
few years.
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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 people 
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 Collections & Recoveries at this very 
important time.

OPERATIONAL EXCELLENCE: JOB REDUCTIONS (FTE)
Programme Heritage Losses Locations

Money Management HBOS 20 Rosyth

Business Support HBOS 27 Leed/Chester/Rosyth

Complaints Both 10 Leeds/Hove

Collections Telephony HBOS 35 Leeds/Leicester/Chester

Collections Telephony LTSB 120 Southend

Business Support LTSB 10 Hove

Total 222
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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 across Collections & 
Recoveries.

Selection Pools
All staff affected by these 
reorganisations will be organised 
into Selection Pools consisting 
of staff from across BoS 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) in which 
they will be permitted to express 
interest 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
LTU�s priority is to avoid 
compulsory redundancies 
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 interested in 
leaving the Bank voluntarily with Severance Payments.

However, the Bank also insists that it will want to 

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:

●	 Oral Communication

●	 Written Communication

●	 Interviewing

●	 Presentation/Facilitation

●	 Self/Work Organisation

●	 Keyboard/Software Applications

●	 Performance Review & Devpt

●	 Budgeting

●	 Analytical Skills

●	 Project Management

●	 Change Management

●	 Organisational Awareness

●	 Environmental Awareness

●	 Procedural/Product/Specialist 
Knowledge

Some roles may have additional factors, 
though only after agreement between 
the Bank and Union.
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retain the strongest team that it can and so there 
is no guarantee that staff expressing 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 either for 
remaining in their existing teams or redeployment 
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:

●	 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.

●	 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.

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

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

●	 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 a clear and justi�able 
differences between candidates, interviews will 
be used to differentiate between staff. 

●	 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 Collections & Recoveries, 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:

●	 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).

●	 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 Collections & Recoveries 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 either 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 Collections & Recoveries 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 will be 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 


