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This report describes our corporate
responsibilities and provides information and
data on our performance in 2004. It is divided
into four main sections:

● Marketplace - information on how we deal with customers
and some specific services   

● Workplace - issues that affect our people      

● Community - how we interact with the communities where
our branches and offices are found, as well as the work of
our charitable foundations   

● Environment - how we manage and reduce our potential
impacts on the environment.

To keep the report short and readable, we have placed standard
information and our relevant policies on the web
(www.lloydstsb.com). A leaflet describing our corporate
responsibilities is available in our branches.
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What we do           

Lloyds TSB is a major banking and insurance
group, predominantly UK-based, with
operations in over 20 countries. At the end of
2004 we were Europe's 10th largest bank and
the 20th largest in the world, in terms of
market capitalisation.

We have almost 70,000 employees worldwide serving some
16 million customers. Our operation in the UK serves both
urban and rural communities through a network of over 2,000
branches, internet and telephone banking. Our subsidiaries
include Cheltenham & Gloucester and Scottish Widows.

Who we are   We know that we can only achieve our vision - to make Lloyds TSB
the best financial services company, firstly in the UK and then on a
global scale - by pursuing strategies that create value for our
customers. This approach acts as both a philosophy and a hard
framework that drives our behaviours and decision-making.

Lloyds TSB’s triple A credit rating from Moody’s was
reaffirmed in November 2004. We are one of only two
large commercially owned banks in the world, and the
only UK bank, to have a "triple A" rating from Moody's.

Our corporate responsibility principles     

We will:
● Respect traditions and cultures and comply with all relevant laws and

regulations in every country in which we operate  

● Conduct our business to the highest levels of honesty and integrity

● Strive to develop products and services that create value for our customers

● Create a working environment for our employees founded on trust and
mutual respect

● Keep shareholders informed of the financial performance,
risk management, governance and future prospects of the organisation

● Develop long-term relationships with suppliers based on mutual trust

● Respect and support the local communities in which we operate

● Act responsibly in relation to environmental issues

● Report publicly on our progress

● Communicate openly and actively and encourage dialogue on all issues
relevant to these principles.

The principles are a short form of our Group Code of Business Conduct
(see www.lloydstsb.com). The Code was first published in 1997 as part of
the creation of a common organisational ethos after the merger of Lloyds Bank
and TSB. The Code signposted clearly those values, existing rules, and
stakeholder issues that the Group considered the most relevant and important
for staff.

The US Sarbanes-Oxley Act, passed after our Code was published, requires all
US-listed companies like Lloyds TSB to have a code of ethics for directors
and employees. Changes were made to our Code to meet the requirements of
the Act, primarily the reinforcement of some existing commitments.

Our services include:

● Retail banking - personal bank accounts, mortgages, loans
and deposits      

● Insurance and investments - life assurance, pensions and
investment products, general insurance and fund
management services    

● Wholesale and international banking - banking and related
services for major UK and multinational companies, banks
and financial institutions, and small and medium-sized UK
businesses including private equity finance, and banking and
financial services overseas.

We also provide asset finance, share registration and stockbroking
services to personal and corporate customers.

Our corporate responsibility strategy is to create long-term
shareholder value by building on the Group’s position as one of the
top UK performers in the field of corporate responsibility.

FINANCIALS  2004

Profit before tax £3,493 million

Total income £9,567 million

Post-tax return on average 24.3%
shareholders’ equity  
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Working with our stakeholders

Our customers, shareholders and employees are our
key stakeholders. But we engage with a wide range of
other stakeholders including suppliers, governmental
and non-governmental organisations, community

groups and policy and pressure groups.

Customers:

Understanding our customers’ needs and providing products and services that
meet those needs is crucial to our business. We measure our customers’
satisfaction with our service and details of this and other examples of listening
to our customers are included in the marketplace section of this report.

Shareholders:

In addition to meeting investment analysts, we respond to surveys and enquiries
from the socially responsible investment indices. Lloyds TSB shares are
included in the Dow Jones Sustainability Group indices and the FTSE4Good
index, as well as over 70 socially responsible investment funds across Europe.

Employees:

We include regular features and articles on corporate responsibility issues in
our staff magazines and on our intranet. Details of employee engagement,
including focus groups and staff forums are provided in the workplace section
of this report.
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Highlights of 2004         

● Achieved score of 93% (ranked 14th) in the UK’s Business in the Community Corporate Responsibility Index 2004   

● Awarded the Royal National Institute for Deaf People (RNID) Chartermark for all our main business units dealing
with customers    

● Ranked second in Race for Opportunity’s benchmarking report in 2004   

● Continued as one of the UK’s largest investors in the community in 2004
(including £31,450,000 distributed by the independent Lloyds TSB Foundations)

● Ranked third (of 39 financial services companies) in Business
in the Community’s Environment Index 2004.

People often talk about corporate responsibility as something you
do. The problem with that approach is in defining what corporate
responsibility is and where it sits in relation to traditional business
disciplines. It is a debate that has exercised many in recent years.

It is much easier, and to my mind more relevant, to think of it as something
you are. Either you are a responsible company or you are not. That way, you
can avoid the semantics and concentrate on pursuing an agenda that
enables greater responsibility.

I chair Lloyds TSB’s corporate responsibility steering group. I don’t claim
ownership of the strands of the organisation or agenda represented by the
directors who sit on that steering group with me. We simply seek to bring
some joined-up thinking to the policies and practices that are now widely
accepted to fall under the corporate responsibility umbrella. We want to
maximise their impact and address any shortfalls in what we do so that our
key stakeholders can readily see Lloyds TSB as a responsible company.

That transparency is important. It is the reason we produce this report and
have placed great emphasis on improving the delivery of information on our
activities. Not just because we think we are good at what we do but because
we know that the greater the awareness and understanding among our key
stakeholders - particularly our employees and customers - the better the
performance of the business. The financial performance.

That is why we are seeking to embed responsibility into the core strategy of
the business. Because good management of the various disciplines that
fall under the corporate responsibility umbrella are the same disciplines
that need to be managed well to ensure a successful business. None of the
programmes and initiatives outlined in this report were initiated because
they are good corporate responsibility. They exist because they are vital to
the improved performance of the business - they are already core.

So good corporate responsibility is about good management. Well managed
companies are more likely to be responsible companies. It is no surprise,
therefore, that there is a growing body of research which shows that those
companies with a positive responsibility profile outperform those that haven’t.

The business case is clear. This is why corporate responsibility is so
important to us.

And why it’s about ‘being’ responsible and not ‘doing’
corporate responsibility.



Our 16 million customers - mostly in the UK -
live in urban and rural communities and use
our network of over 2,000 branches as well as
the internet and telephone banking. We have
over 4,300 cash machines, all free to use, and
our agreement with the Post Office allows our
personal customers to use around 16,000 local
post offices for their banking needs. We offer a
comprehensive range of banking (retail and
commercial) and financial services, including
current accounts, loans, savings and deposits,
mortgages and insurance.

We want Lloyds TSB to be a great place to bank. This means
we must offer the right products at attractive prices and
provide our customers with the service they demand. This is
absolutely critical to our success and we have an overriding
commercial responsibility to ensure that we keep our
customers satisfied.

In 2004, we introduced a programme called You First to enhance
the service to our customers. We have created a local market
structure in our retail branches that gives our managers much more
control, allowing our people more freedom to respond to the local
needs of their customers.

We are aware of our broader social responsibility to increase access
to financial services. This recognises the fact that there are groups of
people whose financial needs have not been catered for appropriately
in the past. But there is also a business case - they represent a
potentially lucrative market if their needs can be met.

Customer satisfaction    

Marketplace

Complaints      

We undertake billions of transactions every year on behalf of our 16 million
customers and we try very hard to get everything right all the time. But on
occasions we get things wrong. We do our best to correct mistakes immediately
but, if our customers are not satisfied, they can make formal complaints.
We are legally required to report on the volume of complaints to the UK
Financial Services Authority, every six months. Complaints fell by 13% in the
six months to October 2004, compared with the corresponding period in 2003.

The challenge for Lloyds TSB is to
differentiate ourselves from our competitors in
the range and innovation of our products and
in the quality of our customer service. This is
why we link the quality of our service to the
way we assess and pay all our staff, including
senior executives.

Every month we ask more than 20,000 of our customers what they
think of our service. We use the results to calculate our CARE
Index, which is based on customer understanding, accessibility,
responsibility and expertise. As at the end of 2004, 92% of our
personal customers and 84% of our business banking customers
rated our service as good or better.

We also gather information with a programme that uses people who
pretend to be customers (called “mystery shoppers”) to test the level
of service in our branches, on the telephone and on the internet.

In an industry-wide mystery shopping exercise in 2004, more than
300 Lloyds TSB branches were tested on how well they handled
account opening, along with nearly 700 branches of competitors.
We came top, 16% higher than the average score of our competitors.

Our Serious about service training video won two prestigious
awards in 2004.

Transparency of charging  

We want to be as transparent as possible about our
charges. Details of our charges are part of the welcome
pack given to customers when they open an account.
We publish A guide to our rates and charges,
available in branches and there are full details available
on our website.

Our initiative to improve credit card literature - using
illustrative pounds and pence scenarios to demonstrate
the true cost of borrowing on a credit card - has been
included in Lloyds TSB credit card applications since
July 2004. Other credit card providers are considering
following our lead to help customers better understand
the costs.



Since 2001, Chadwick’s has employed two young men from Lisieux
Hall, a local centre that helps people with learning difficulties to
lead a normal life. Chadwick's is fully involved with its community,
supporting local charities with sponsorship and donations of food.

Chadwick's won the 2004 Small Business Champions
award sponsored by Lloyds TSB and the Federation of
Small Businesses, in conjunction with The Daily Mirror.

Small businesses 

Small businesses are essential to the
economy. They employ more than 58% of the
private sector workforce (almost 13 million
people) and contribute over half of the UK's
national income, according to the UK 
Department of Trade and Industry.

But these enterprises are often under-resourced and need extra
help. Banks are one of the primary sources of help and advice to
small businesses.

We have over 575,000 small business customers and help
around 100,000 start-ups each year. We have specialist
business managers, operating from dedicated local business
centres, who use a range of tools and services to support
small enterprises.

In those parts of the UK described by the Bank of England as
being “deprived areas”, the economically poorest five per cent
defined by geography, we lend a total of £159 million to small
businesses and hold credit balances of £165 million. Our ratio of
lending to deposits of 96% is slightly higher than the industry
average of 93%.

Responsible lending       

It is in our interest to help customers borrow only those amounts that they
can manage to repay. Our employees are trained to offer the necessary
advice and support to help customers manage their borrowing.

A comprehensive guide - Help with financial problems - is available on
our website and from branches. We also support independent money advice
networks. These include the Money Advice Trust and the Consumer Credit
Counselling Service (a national charity offering free money advice). We meet
regularly with members of the National Association of Citizens Advice Bureaux
to ensure we are aware of any concerns and trends.

Lloyds TSB is the only commercial member
of the Small Business Consortium formed to

raise the profitability of small and medium-sized enterprises

by promoting corporate responsibility best practice. The other

members of this UK government funded initiative are leading

small business representative organisations and charities

working with small business on corporate responsibility

programmes. The Consortium's website was launched at

Lloyds TSB’s head office in July 2004 by government minister,

Stephen Timms MP, and provides practical advice and

examples for small businesses and small business advisers

(www.smallbusinessjourney.com).
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John Chadwick, a third generation family butcher in Wigan, has bucked the trend towards
supermarket shopping by building a thriving business promoting the best quality British produce
sourced from local farms.

In 2000, Mr Chadwick expanded the butchery and opened
The Chadwick Family’s Emporium of Fine Food,
retaining the Chadwick family ethos and a strong commitment
to the local community. Using its unique profile and dedication to
serving the customer, the company competes successfully with
supermarkets. The business, which employs 55 people, conducts
regular market research, has a licensed restaurant and food hall,
makes ready meals and offers free home delivery.

Rural business    

Lloyds TSB has a long history of supporting agriculture and
small rural business through our agricultural banking and
Agricultural Mortgage Corporation businesses, employing
150 people including 65 specialist regional agricultural
managers. In 2004, we ran a series of 28 regional workshops on
changes in EU support for farming which refocused subsidy
support on the basis of land maintenance rather than production.
This has been a significant issue for all farmers but particularly
for small-scale and tenant farmers and we have sought to raise
awareness of these benefits among customers who have faced
difficult market conditions in recent years. We have also published
advice and guidance, for customers and non-customers alike,
on business improvement including grant-finding, business
diversification and development of affordable housing.
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Case study: The Chadwick Family’s Emporium     



Financial inclusion  

Many people, often the poorest, fail to benefit
from financial services because they lack
either the knowledge or opportunity to gain
access to them. It is estimated that almost 1.5 million low-

income households use no financial services - such as pensions,
loans and bank accounts - even though some of these could
improve their quality of life by doing so.

This is often referred to as “financial exclusion” and is part of the
broader issue of social exclusion where people, for various
reasons, find themselves excluded from the benefits enjoyed by
others in society. Those excluded from financial services make up
what are frequently called “underserved markets”.

We have been at the forefront of developing financial services
especially tailored to the needs of underserved communities.
These include basic bank accounts, community credit unions,
community finance initiatives, loan and venture capital funds,
and support for businesses run by ethnic minorities. While these
services can be seen as a social obligation - and their provision is
often costly - we prefer to view segments of the underserved
market as a potential business opportunity.

Basic bank accounts

The government is keen to promote the greater use of bank
accounts and encourage the direct payment of social benefits
(as opposed to cash payments through the Post Office). We have
simplified our Basic Bank Account to make it easier for people
to open one.

Our Basic Bank Account is open to people over 18 years old,
regardless of credit rating, as long as they are not a declared
bankrupt. At the end of 2004, over 230,000 of these accounts
had been opened.

Community finance

We work in many underserved communities, in partnership with
organisations set up in response to local, national and government
initiatives. Our involvement ranges from grant aid to preferential
loans and bursaries.

While these initiatives are not necessarily commercially profitable
for us in the short-term, we believe we have a mutual interest in

supporting local enterprise. This leads to a more prosperous local
community which, in turn offers us potentially profitable business
opportunities in the long-term.

We have provided seed funding for a Community Banking
Partnership (CBP), supporting the work of think tank, New
Economics Foundation (NEF), the National Association of Credit
Union Workers, and Salford University. The CBP aims to provide
financially excluded households with a seamless service offering
savings facilities, affordable loans, access to basic banking
services, bill and debt repayment systems, money advice and
support. In 2004, a pilot model was tested and, in 2005, a number
of pilot community banks will be established in areas of high need.

Funding has been provided for several community finance
initiatives including Financial Inclusion Newcastle, the Wessex
Reinvestment Trust, South West Investment Group, PRIME, One
London Limited, the Lincolnshire Loan Fund and Portsmouth Area
Regeneration Trust (now the South Coast Money Line). We expect
that a number of these will feature in the Community Banking
Partnership pilots.

These initiatives provide loans to individuals and businesses,
or invest in enterprises in deprived communities. While requiring a
financial return, fund managers also have a social objective
(for example, to provide housing or affordable business premises)
and are under less pressure to maximise commercial returns.
The initiatives are partly funded by Government and EU social
funds. The aim is to encourage development of very small business
to get low-paid or unemployed people into work.

For example, the Arrow Fund (see case study above) in Birmingham
supports loan applications to partner banks for loans of up to
£7,500 from applicants with a viable business proposition who
cannot raise all the funds required from traditional credit sources.
We have worked with the Arrow Fund throughout its 10-year
existence and many of the businesses supported by the Arrow Fund
have become valued business customers.

Community credit unions are non-profit organisations that provide
simple financial services, such as savings and loans, for the mutual
benefit of a specific community. We have supported these credit
unions through, for example, grants that cover their core costs,
finance for loan guarantee schemes and funding for bursaries to
pay for the training of managers.

Case study: Arrow Fund    
After investing his £8,000 redundancy payout in a bakery, Len Ward made
quick progress to secure 50 commercial customers for his Caribbean
biscuits, cakes and tarts. But he was shocked when his landlord wanted
the premises back and gave him six weeks to quit.

Len needed to finance the move, refurbish his
new premises and invest in new equipment.
And he had to act quickly. He found a new
property and applied to the Arrow Fund whose
support enabled him to obtain a £7,500 loan from
Lloyds TSB.

The move took slightly longer than expected but
Len worked hard to keep his customers happy.
His ovens were soon working and he is now busy
adding new outlets for his products locally in
Birmingham and several in Manchester.



Suppliers    
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Ethnic minority business         

Businesses run by people from ethnic minority communities
make a significant contribution to the UK economy and are a
very important market for us.

Our senior business banking managers are trained to be aware of
cultural differences and to encourage diversity. We seek to recruit
multi-lingual staff to ensure our workforce reflects the composition
of the local community and serve customers whose first language
is not English.

We were assessed second in Business in the Community’s Race for
Opportunity benchmarking report in 2004.

We sponsor an award to recognise community and commercial
achievements by Asian people across the UK. Now in their third year,
the Lloyds TSB Asian Jewel Awards seek out inspirational

examples of excellence. In 2005 we are also sponsoring the Asian
Women of Achievement Awards.

In 2004, we established a partnership with ICICI bank in India to
support our customers of Indian origin to help them transact
business more easily between India and the UK.

In three UK cities, Birmingham, London and Luton, we are piloting
a current account that complies with Shariah (Islamic) law.
We have taken advice from a committee of four internationally-
respected scholars to ensure that the account is and remains
Shariah compliant.

Our suppliers are important to us and we want to ensure
that we treat them fairly and pay on time.

In October 2004, ten small firms from the West Midlands attended a corporate
responsibility workshop in Birmingham, hosted by Lloyds TSB and the
Federation of Small Businesses (FSB).

The firms - ranging from manufacturers to secretarial services - discussed the
importance of corporate responsibility in the public and private sector and the
impact this could have on the process of tendering for business from large
companies. We have used the feedback as part of a review of our own
tendering processes.

Mike Cherry, West Midlands Policy Unit Chairman, Federation of Small Businesses,
said: “The FSB applauds Lloyds TSB’s initiative in setting up the opportunity for
small businesses to hold frank and open discussions about their experiences of
tendering to large corporations. Participants warmly appreciated being asked for
their point of view.”

During 2004 we have fully reviewed our tendering process and have redesigned
our supplier review process to take greater account of our suppliers’ performance
in the areas of human rights, workplace issues, treatment of their own customers
and suppliers, the environment and community issues. The new reviews will come
into use at the beginning of 2005.

PAYMENT OF SUPPLIERS  2003 2004

Number of supplier payments 360533 360257

Value £2.1 billion £2.2 billion

Average time to pay 29.63 days 28.02 days

Number / amount of 2 compensation 1 compensation
compensation payments payments totalling payment totalling

£1600 for late £25 for late
settlements settlements

ASSESSMENT OF SUPPLIERS’ 2003 2004
CORPORATE RESPONSIBILITY
PERFORMANCE  

Total number of suppliers assessed  35 103

Case study   
We took action when research in our north and
east London branches showed we were failing
to provide adequate service to our ethnic
minority customers, and the ethnicity of staff
did not reflect the diversity of our customers.

Our Equality and Diversity team worked with senior managers to

identify staff who spoke different languages, including Bengali, Hindi,

Gujerati, Punjabi and Urdu. With their permission, staff were moved

to the branches that most needed their language skills. After

extensive networking in the community, we advertised new jobs in

different languages and, in community centres and our branches,

publicised the range of languages spoken. We also offered work

placement for people from ethnic minority communities and

unemployed people from under-represented groups.

Our employment profile now better reflects our customer base in

the area, with ethnic minority employees increasing from 18% to

40%. Customer service complaints from ethnic minority customers

have fallen dramatically. Conversely, sales of products and services

have risen significantly, proving that listening to and acting on what

our customers tell us is good for business.
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Customers with disabilities           

People with physical disabilities - such as those with poor eyesight and
those using wheelchairs - need additional help to use our services. It is
our legal and moral responsibility to ensure we cater for their needs,
and commercially, this is also a very important market for us.

Our branch staff are trained to help people with disabilities and a
training video, Access included, is part of our standard customer
service programme.

We offer statements in Braille, most of our cash machines include
features recommended by the Royal National Institute for Blind People
(RNIB), such as audible tone prompts. We provide large cheque books
and templates that make it easier to write cheques and sign credit
cards. There are hearing induction loops in all our branches.

We have installed 685 ramps, over 1,500 automatic doors and lowered
the counters in nearly 900 branches. In nearly 300 branches we have
installed a system to allow customers to call for assistance if they find
it difficult to gain access.

All our main customer-facing business units - branch network,
business banking, card, telephony team, and Group operations -
have been awarded the RNID Chartermark.



A successful financial services business
requires well-trained and motivated people
providing helpful service and sound financial
advice. We know that the success of our
business, and the value to our shareholders,
depends on satisfied employees who keep our
customers happy. We are intent on becoming a
world-class organisation in the way we
manage our people and help them develop
successful careers.

We employ almost 70,000 people worldwide and are
committed to provide them with competitive working
conditions. These include: basic pay; territorial allowances
where applicable; a company car scheme; pension schemes;
bonuses based on performance; and an employee share scheme.
Nearly 4% of Lloyds TSB shares are held by over 78,000 staff
and pensioners, or on their behalf by the trustee of the staff
share schemes. Collectively, this means staff and pensioners
are among the largest group of shareholders.

Training and development      

Workplace

culture of career-long learning so that our staff are equipped with the skills and
knowledge that will help them to perform to the best of their abilities. In 2004,
over 61,000 (87% of UK employees) worked for parts of the business that
conform to the standard.

Opportunity to improve, learn new skills and develop
careers is essential to meet the expectations of
employees and to provide the services that customers
want. We invested £42 million in training across the 
Group in 2004.

We have our own corporate university. The University for Lloyds TSB (UfLTSB),
launched in 1999, is one of the largest corporate universities in Europe. It offers
face-to-face training - in 2004, it provided over 67,000 training days and more
than 29,000 delegate places on residential training courses at sites in Telford
and Solihull - and remote learning at work and home.

A Group-wide network of more than 2,000 multimedia personal computers,
including 26 dedicated ‘cyber-cafes’, provide local access to a range of
learning materials.

The UfLTSB’s students can gain recognised qualifications and accreditation.
For example, over 6,000 people have registered for or completed one of the two
levels of the National Vocational Qualification in customer service we promote to
enhance the professional standing of this critical aspect of our business.

Most of our business units are committed to Investors in People, a national
quality standard that sets a level of good practice to improve an organisation's
performance through its people. Our use of the standard helps us promote a

Advice and guidance    

We aim to help our employees to get the most from their
employment and offer guidance and support. All employees

undergo annual performance appraisal which includes development planning.

Our Human Resources Call Centre answers an average of 1.300 enquiries a day from

managers and staff seeking policy advice, guidance and learning support. A dedicated

internal website provides easy access to all our human resources services, training

products, advice and guidance.

A programme called Career Paths - introduced in 2004 for all managers - integrates

performance management, career and personal development and career planning. We

plan to make this available to most UK employees in 2005.

Our Centre for Career Management helps staff plan for their career with us, including

any courses or guidance they need to help them reach their personal career goals. Our

Developing Managers and Leaders centre caters for all staff, offering a wide range of

self-assessment, learning and networking opportunities.

Human rights       

In addition to obeying the law wherever we operate, our policy
(see www.lloydstsb.com) is to respect and support the
United Nations Universal Declaration of Human Rights, together
with the International Labour Organisation (ILO) Fundamental
Conventions, covering equality, freedom of association and the
elimination of forced labour and child labour.

In 2004, we conducted a self-assessment audit of
compliance with our human rights policy across our
International Banking division. The results confirm that we
comply with the policy in all countries of operation.



Case study: Minorities network boosts career 

Three months after she attended the GEM conference, Mechelle was
promoted to work with new recruits as an induction consultant.
It was an environment in which she flourished and she was soon
promoted to a recruitment consultancy position at the Lloyds TSB
National Recruitment Centre. As Mechelle says:

“I firmly believe that had I not attended the CDP
in 2003, I would not be working for the Lloyds TSB
Group now”.

Equality and diversity 

It is in our business interests to ensure that
our workforce reflects the diversity of the
markets in which we operate.

We are committed to a programme of cultural change to make

sure that our people understand the business benefits of

supporting diversity. This means encouraging job applicants

from different ethnic groups and respecting our employees’

religious and cultural rights. We are also committed to an “age

positive” stance, and to taking account of the issues faced by

our lesbian, gay and bisexual employees.

Employee dialogue   

We care about what our staff think of working for Lloyds TSB.

Most employee dialogue is through formalised one-to-one relationships
between individuals and their line managers. Regular performance reviews
and development planning provide opportunities for staff to speak about
their concerns and expectations. We also have a confidential
“whistleblowing” telephone line available to all employees to report
concerns that they feel unable or unwilling to raise with their line manager.

We conduct frequent employee forums and focus groups to test opinions on
a range of issues, from company strategy and employee benefits to
product development.

Each year we survey employees to get their views on a wide range of issues. Our
Viewpoint survey has shown that our employees’ views on the Group’s social
ethical and environmental performance have improved significantly over the last
three years.

In 2005, we plan to replace Viewpoint with a quarterly employee engagement
survey. This will help us speed up our response to employees concerns.

Trade unions and representation         

Many employees in the UK are represented by two recognised trade unions
which are consulted regularly. Each year, we hold a European Employee
Forum for representatives of our employees in all our European operations,
to meet and discuss key issues.
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The decision to attend a Group Ethnic Minority (GEM) Network annual conference in 2003
transformed Mechelle Lewis-Downer’s working life. Until then, Mechelle had spent 14 years gaining
a solid grounding in the branch network but had not made the career progress she wanted. She was
ready to leave the bank.

At the conference she met a colleague she had not seen for 12
years who was surprised Mechelle was not managing a branch.
She and fellow members of the network encouraged Mechelle to get
a mentor, a career coach, and to sign up to the bank’s career
development programme for ethnic minority employees (CDP).

Mechelle was at first sceptical of how the course would help. But she
soon changed her mind. “The CDP really forced me to look at the
person I was during my working day and back over my working life”.

WOMEN IN MANAGEMENT/ 2002 2003 2004
SENIOR MANAGEMENT

% Women in management
positions 34% 36% 37%

% Women in senior
management positions 16% 17% 19%

% Total women in
management positions    31% 33% 34%

Women       

Women make up 63% of our workforce. We want to
increase the number women in middle and senior
management positions. One of the ways we do this is to
provide support through a central women’s network as well
as regional networks.

These encourage the sharing of best practice, provide a focus
on current business and self-development issues, and
present senior women executives as role models within
Lloyds TSB. A mentoring programme for women and other
forms of career guidance are available.

Recruitment        

In 2004, we recruited over 10,000 new employees.
This level of recruitment is necessary to maintain
and improve levels of service to our customers.

We aim to recruit the best quality people and have
specially tailored career programmes for graduates
and A-level entrants, as well as an industrial
placement programme that has been running for
nine years.
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Ethnic minority employees       

We work hard to identify talent from the broadest possible
pool. We have a career development programme for managers
and another for employees from ethnic minority communities.
The Lloyds TSB Group Ethnic Minority (GEM) Network
provides a forum where employees (see case study page 10)
can get support and discuss their career development.

Health and safety

We are committed to achieve the highest standards
of safety for our employees, customers who visit our
branches, and contractors who work on our sites.
Furthermore, we want to contribute to the health and
well-being of our staff by providing a healthy
workplace and the necessary information for our
employees to choose healthy lifestyles.

The fatality relates to a customer who fell while leaving a branch. She was taken
to hospital where sadly she suffered a stroke and died.

Absences and major injuries are lower than the national average published by the
UK Health & Safety Executive. All the reportable diseases relate to upper limb
disorders or repetitive strain injuries, which tend to be more common in offices.

The number of accidents is very small, compared with the total number of
employees and customers visiting our branches. Nevertheless, we take the
health and safety of our employees and customers very seriously and work to
avoid all accidents. Our general statement of Group health and safety policy is
on www.lloydstsb.com                   

Work-life balance     

We encourage employees to develop a balance between
their personal and professional lives through our Work
Options policy.

This gives staff the opportunity to adopt flexible working practices,
job sharing, varied hours, teleworking and reduced hours where it is
practicable for our business. By December 2004, over 34% of our
workforce were working flexible hours.

NOTIFIABLE ACCIDENTS AND 2002 2003 2004
OCCUPATIONAL HEALTH  

Absence from work 3+ days 98 155 171

Major injury 32 35 47

Fatality 0 2 1

Prescribed dangerous occurrences 60 1 11

Reportable diseases 22 34 48

Public taken to hospital from
our premises 34 44 71

Stress      

Coping with pressure at work is essential and we offer
training and advice to help employees manage stress.
We have a code of practice - Assessing and
managing stress - that outlines the causes and steps
to take to reduce and minimise stress at work. A special
internal website on healthcare and wellbeing offers
guidance on managing stress.

ETHNIC MINORITY MANAGERS 2002 2003 2004

% Ethnic minority managers 2.4% 2.9% 3.5%

% Ethnic minority senior
managers 1.0% 1.1% 1.2%

% Total ethnic minority 
managers 2.1% 2.6% 3.1%



People with disabilities   
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We offer a career progression programme for

staff with disabilities.

Our network for staff with disabilities, called Axis, aims to enable those

staff who identify themselves as disabled (1.5% in 2004) to achieve their

potential and meet career aspirations, while tackling isolation and raising

disability awareness throughout the organisation.

Our aim is to ensure that staff with disabilities are better represented in

all grades, particularly management. Our Career Progression Programme

includes elements to increase understanding of the specific issues

affecting disabled staff at work so that they can clarify career/life goals

and build a realistic profile of their capacities and capabilities.

We also have a comprehensive process by which we secure the appropriate

workplace adjustments for our staff with disabilities.

Under this process specialist workplace assessors discuss issues with

members of staff and their line managers and make recommendations

that encompass the whole job. By the end of 2004 over 1,800 members of

staff had been referred to Churchill, Minty & Friend, (the external experts

who help us run the system), for reasonable adjustments. This enabled

them to be more effective at work and some to remain in work.

In 2004, Pathways (the internal department that deals with redeployment

of displaced staff) became involved in providing job matching support for

disabled employees who require redeployment after all reasonable

adjustments had been exhausted in their existing roles.

A steering committee meets quarterly to review the programme and makes

changes to improve the service for all parties.

Since we began the Reasonable Adjustment Programme in 2000, other

employers have emulated our scheme.

Flavours        

Flavours is a tailored rewards package - our response
to changes in the rules governing taxable additional
benefits for employees.

In 2004, it included a 4% cash allowance which can be used
to take advantage of a range of flexible benefits including
additional pension, life and medical insurance, childcare and
redemption vouchers (we use our purchasing power to offer a
wide-range of discounted products and services from external
suppliers). There is also an opportunity to buy shares each
month, tax free, a free shares award and a sharesave scheme.

Over 84,000 flexible benefits products were selected by our
employees in 2004.

Providing services from abroad    

We have established a call centre in Mumbai
and support operations in Bangalore, India.
This is a trend in business referred to
as offshoring.

The Indian office allows our customers to speak to a trained
representative of the bank at any time of day or night, improving
customer service. We continually monitor performance to ensure
standards in these operations at least match those found in the UK.

But the creation of jobs abroad has caused concern among some
of our employees who worry about losing their jobs as a
consequence. We guarantee - and have signed an agreement with a
trade union - that any UK member of staff whose job is affected by
offshoring will be offered alternative employment at Lloyds TSB.
Staff who prefer to take redundancy instead are given an additional
£2,000 training bond as part of their package.

Many of our key competitors use offshore services and we would
be failing in our responsibility to our business and our staff if we
ignore this. By the end of 2005, we will have up to 2,500 offshore
jobs - about 3% of our employees.
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High street banks are an integral part of their
communities because they provide essential
financial services to a wide range of people,
from farmers and small businesses to students
and pensioners. With over 2,000 branches,
Lloyds TSB has a significant presence in 
virtually every community in the UK.

While our services themselves bring social benefits,
it is in our long-term interest to help improve the social
and commercial fabric of local economies where we
operate. Thriving local economies are good for everyone in the
community, including us.

Cash giving        

Community      

We have one of the largest community investment
programmes in the UK.

Our community policy (see www.lloydstsb.com) provides support to
communities with cash, time and kind. Our strategy is to focus our
support on three broad areas: education, charitable giving and
community regeneration. Our charitable giving involves our people,
business units and the Lloyds TSB Foundations.

Most of our cash support is channelled through the four independent
Lloyds TSB Foundations (see page 15). Our branch network has
small budgets to support community activities that are outside the
Foundations’ criteria.

We also participate in commercial activities that promote our name and
brand. These may overlap with our community investments.
For example, in early 2005 we launched Note for Note, a community
related marketing programme, which gives young people the chance to
get involved with music - from access to a wide choice of musical
equipment to hearing live music. Our customers are encouraged to
support the programme through donations and we will match every
penny they give with a commitment to give up to £3 million in 2005.

Volunteering      

Thousands of our people volunteer to help in their
communities, working in schools, local authorities,
community agencies and social enterprises.

This benefits the community (who receive help from professionals),
our employees (who are exposed to new experiences that help in their
personal development) and the bank (which benefits from the team-
building and skill-sharing of our employees, as well as a boost to
our reputation). As part of its Matched Giving Scheme, the Lloyds TSB
Foundations give the chosen charity £5 for every hour (to the maximum of £400
per year) given by a volunteer - a total of 43,000 hours in 2004.

The Group’s Making a difference community awards (see case study page 14)
scheme celebrates staff achievement and seeks to recognise their personal work
in the local community. In 2004, nearly 150 nominations were received and each of
the 10 winners was presented with a £1,000 cheque for their
nominated organisations.

People development    

Creating Value is a management development programme run
by the University for Lloyds TSB and places senior managers in
voluntary sector organisations to carry out consultancy work on
strategic projects. In 2004, we extended the scope of the programme
to include a wide variety of opportunities to work with partners in
local communities. This includes the Partners in Leadership
programmes run by Business in the Community, where more than
80 Lloyds TSB managers and senior managers have already
engaged in working with partners in schools, local authorities,
community agencies and social enterprise.

The programme helps us and the organisations we work with.
Our managers get opportunities to learn new skills and broaden
their experience by facing new and unusual challenges. The not-for-
profit organisations benefit from the transfer of knowledge from the
commercial sector and an increase in business contacts.



Case study: To Russia with Love  

Working with local charities, it supports communities by,
for example, paying the salaries of local charity workers.

Mike spends about six to seven hours a week on charitable
work. He takes a week off work every July to host the
visiting children and visits Belarus in his holidays.

Staff giving  

We enable our people to donate to charity using the UK's
Give As You Earn system that allows them to use the
company’s payroll to make the donation tax-efficiently
and directly to the charity of their choice. More than
9,500 staff gave almost £820,000 during 2004.

The Foundations operate a Matched Giving Scheme where we encourage our
staff to raise money and donate time for charity and the Foundations match
the value, to a maximum of £400 per person within an overall annual budget.
In 2004, over 3,200 staff raised over £2.2 million which the Lloyds TSB
Foundations matched, raising a total for charities of £3.4 million.

Staff in our branches organise collections for charities, including the sale of
pin-badges. Among the charities supported in 2004 were: Children in Need,
Comic Relief, Great Ormond Street Hospital for Children, the National Asthma
Campaign, Sports Relief and the Royal British Legion. Both the Great Ormond
Street and National Asthma Campaign raised over £100,000. Lloyds TSB’s
long-standing commitment to the Disasters Emergency Committee was in
evidence in our response to the appeal launched after the tsunami disaster at
the end of 2004.

A Charity of the Year, involving staff and customer fundraising and pin-badge
appeals, is chosen through a ballot of staff. A selection committee chooses a short-
list of three possible candidates and our staff choose their preferred cause by
online voting. In 2004, we supported the National Society for the Prevention of
Cruelty to Children (NSPCC) and its sister charity CHILDREN 1ST. Over £1.2 million
was raised in 2004. In 2005, we are supporting Marie Curie Cancer Care.
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One Making a difference community award winner is Mike Lewis, a senior manager
in Business Banking based in Bristol. He has collected up to £12,000 a year in support of
the charity he set up in 1993, called To Russia With Love, to help the victims of the
Chernobyl nuclear disaster in Belarus.

The organisation, which works in partnership with
other charities, sends aid - clothes, food and
toiletries - and brings children suffering from the
effects of nuclear fallout to the UK for
morale-boosting visits.

suitable ways to raise funds. He says success depends on
a dependable team of volunteers to support his efforts.

“Managing my Charity Champion responsibilities
alongside a demanding job requires rigorous planning,
organisation and support from staff. An appreciation of
the charity’s work among my colleagues, who have played
a part in choosing the charity of the year, makes things a
lot easier,” he says.

Charity Champions     

A team of Charity Champions leads the fundraising for
our Charity of the Year. In addition to their full time jobs,
members of the team volunteer to inspire and motivate
their colleagues.

Terry Hinz, area manager in our Fraud & Operational Risk
division, has been a Charity Champion for three years.
He co-ordinates the efforts of over 3,000 staff in almost
200 branches.

In 2004, he made sure that his colleagues were fully
aware of the NSPCC’s message and helped them find

Employee fundraising 

Ten teams of Lloyds TSB employees from across the Group took part in
the 2004 Microsoft Challengers Trophy, held on the Isle of Wight in June,
to raise money for charity. The Lloyds TSB teams won the corporate
fundraising cup after raising £115,000, over one quarter of the total
amount raised, for our NSPCC charity of the year campaign.
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Lloyds TSB Foundations     

The mission of the four independent Lloyds
TSB Foundations (England and Wales,
Scotland, Northern Ireland, and the Channel
Islands) is to improve the lives of people in
local communities, especially those who are 
disadvantaged or disabled.

Through their shares in the Lloyds TSB Group, the Lloyds TSB
Foundations together receive one per cent of the Group's pre-tax
profits, averaged over three years, in lieu of their shareholder
dividend. Since they were formed in 1997 the Foundations have
received £228 million to distribute to community causes. In 2004,
they received £31.5 million which was distributed to over 3,700
registered charities. In 2005 they will receive a further
£31.2 million.

Micro-credit in India   

Providing very small loans to village entrepreneurs - known as
micro-credit - has proved to be highly successful in developing
countries, enabling people to escape poverty and provide for
their families. Micro-credit is now available through various
agencies in many countries of the developing world.

Because we have offices in India (see page 12) we are beginning to
invest in communities there. We have used our business expertise to
identify a programme in Bangalore to help make micro-credit more
widely available. Working with Opportunity International (UK) we
have, with the World Bank, co-financed a grant to help Opportunity

International’s partner in India, Opportunity Microfinance India
(OMI), develop its management information system.

Separately, we have invested in a loan fund for three self-help
groups working through OMI in and around Bangalore. The loans
help families in surrounding villages set up small businesses.
For example, £125 is enough to buy a cow, which will yield enough
milk to supply the family and provide income to repay the loan in
12 months.

Helping create environments for all   

Many environmental organisations are beginning to
increase the diversity of community participation because
volunteering can help tackle wider social issues, such as
social exclusion, poor health and encouraging personal 
development and lifelong learning.

The British Trust for Conservation Volunteers (BTCV) - the leading practical
conservation charity - is using a £45,000 grant from the Lloyds TSB Foundation
to evaluate the impact of its ground-breaking initiative “Environments for All”
on black and ethnic minority communities. It plans to publish the findings to
encourage best practice.

The BTCV is working in partnership with researchers from the Black
Environment Network (BEN) and the Evaluation Trust, to establish a network of
five community researchers - people who live and work in each community -
teaching them the skills to capture the difference environmental volunteering
has made to their community.
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In-kind giving         

On occasions we are able to use our facilities to benefit
the community. This can involve using space to hold art
exhibitions or donating surplus furniture to community
organisations. For example, in 2004, 99% of our unused
computer equipment was refurbished and donated to
charities and community groups through a brokerage
that charged only the cost of cleaning and restoring the
equipment. We also provide office space for the charity,
In-kind Direct, which co-ordinates this type of activity.

TYPES OF GIVING 2004

Cash £32,240,000

Estimated time £2,400,000

In kind £250,000

Management costs £600,000

TYPES OF RECIPIENTS 2004

Charitable donations £340,000

Independent Lloyds TSB Foundations £31,450,000

Community investment £3,700,000

COMMUNITY INVESTMENT 2004

Total contribution  £35,490,000

Estimated capture of total data  95%

Case study: Grant helps
Alzheimer’s sufferers  
A £10,930 grant from the Lloyds TSB
Foundation to the Fenland and Marshland
branch of the Alzheimer's Society will help
support the cost of running a much-needed
weekly social group for two years.

The charity was set up over 14 years ago to support people with
dementia and their families and carers. The branch, in East Anglia,
provides telephone support, visits people in their own homes,
organises three carers' support groups in Wisbech, March and
Whittlesey which meet monthly, and a weekly meeting for people
with dementia and their carers in Chatteris.
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Banks have a direct impact on the
environment - such as energy used for
heating, cooling and travel - and can affect
the environment indirectly through the 
actions of their customers.

Effective environmental management reduces business risks,
cuts costs and improves our efficiency. We have had a formal
environmental policy (see www.lloydstsb.com) since 1996
and use a recognised environmental management system.
Our environmental reporting is verified by a specialist
independent auditor.

How we manage   

Our direct impacts are largely in the UK.
Our environmental management system (EMS)
follows the ISO 14001 standard, which
includes the identification of significant
environmental impacts, the setting of key
objectives and targets, and their management.
Each business unit is responsible for
managing its significant impacts.

The management of our facilities is audited internally to check

that the systems are working properly. We gather data annually

and these, plus the systems that collect and generate the data,

are verified by a third party.

DIRECT IMPACTS       

Environment    

With over 2,000 buildings and around 70,000
employees, our direct impacts are confined mainly to
energy use (air conditioning, computer systems,
lighting), executive travel, paper use and office waste.
These are our four key performance indicators (KPIs).

While we continue to manage our water use, we will concentrate on improving
our KPIs because this will help us make the most difference.

Verification statement      

“Using guidance published by the Global Reporting
Initiative (GRI), and other supporting statements of best
practice, environmental consultants RPS Group plc has
verified the Environment section of this report. Based on
the information reviewed, RPS is confident that the data
and supporting text are  accurate, providing a
comprehensive and balanced account of environmental
improvements achieved during 2004.

We are impressed with the improvements in waste
recycling, use of recycled paper, and energy efficiency,
which indicate the ongoing commitment to reducing the
direct environmental impacts of Lloyds TSB’s operations
based on robust commercial awareness. Delivery of the
objectives set for 2005 will ensure that these improvements
in environmental performance are sustained.”

Andrew Troup,

Executive Director, RPS Group plc  
March 2005         

Environment Index 2004           

Lloyds TSB came third out of 39 financial services
companies in Business in the Community’s Environment
Index 2004. The Index criteria were made more
challenging in 2004. We improved our score to 96.31%.



Case study: Environmental helpline  

company about the risks and confirm that they had the right
controls in place. Being able to talk to customers and really
understand the issues affecting their business helps us
provide the sort of service our customers want and value”.

Our key performance indicators
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Of the 730 enquiries to our environmental helpline in 2004, over half required referral to
our panel of environmental consultants. Andy McNiff, a director with Acquisition
Finance, says the environmental helpline helps to improve customer service.

“We were asked to lend to a customer in the chemical
industry, which has high environmental risk. We were given
a two-year old environmental risk report. The helpline team
explained the risks to me and gave me  advice on new
regulations. I could then talk confidently to the directors of the

Energy consumption 

Target: reduce energy consumption by 3GWh.

We use energy for heating, cooling, lighting and running computer systems.
Our energy use is a significant cost to the business and we strive to improve
our energy efficiency. The use of fossil fuels contributes to climate change
by increasing the concentration of carbon dioxide (CO2) in the atmosphere.

Each year we target specific buildings where we can improve energy
efficiency. We have developed a set of energy-management tools (we call it
our energy bible) to help our building managers calculate the financial and
environmental savings from improved energy efficiency.

The normalised CO2 emissions show that, despite a small increase in 2003,
we have steadily improved the energy efficiency of our premises.

Business travel      

Business travel has increased. Travel is an essential part of our business
and we monitor this information closely. In 2004, flights between the UK and
India and also flights between Edinburgh and other UK destinations
accounted for more than 40% of the increase in air travel.

As part of our efforts to control travel, our supplier management team
works with business units to analyse travel patterns and suggest
alternatives. In 2004, we held over 80,000 teleconference meetings.

Since 2002, we have seen a significant shift from petrol to diesel-engine
cars in our fleet - diesel emits less carbon dioxide than petrol.

Some of our Edinburgh offices are participating in a European Union
project, called OPTIMUM2, to find ways to reduce traffic congestion and
improve accessibility to key locations in busy urban areas.

Global warming impact    

We report separately on the energy used in our buildings and that consumed
in travel. Since 1999, we have followed UK Government guidelines on the
assessment of our global warming (climate change) impact.

In 2004, we agreed a contract that will result in five of the Group’s main
buildings using energy from sustainable sources (hydro). The switch will
allow us to save over 11,000 tonnes of carbon dioxide and increases the use
of renewable energy to 10% of total electricity consumption. These figures
may change as contracts are renegotiated.
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ENERGY CONSUMPTION 2001 2002 2003 2004

Electricity (GWhs) 384 369 352 358

Gas (GWhs) 203 180 216 171

Oil (GWhs) 9 13 11 9

Total 596 562 579 538

Premises CO2 per m2 0.153 0.143 0.144 0.140

BUSINESS TRAVEL 2001 2002 2003 2004

Road (000,000 km) 96 97 105 106

Rail (000,000 km) 17 24 34 41

Air (000,000 km) 30 33 31 45

Total (000,000 km) 143 154 170 192

Travel CO2/£000,000 income  2.71 2.66 2.79 3.13

TONNES CO2 2001 2002 2003 2004

Property 209936 198950 195175 188624

Property Renewable N/A N/A (730) (4438)

Travel 25402 26333 26998 29499

Total   235338 225283 221443 213685 



Paper use    

Target: increase the use of recycled paper by 5%  

We exceeded our target, increasing the use of
recycled paper to 12% of the total consumed, while
reducing overall consumption by 2.6%. This is
because we started using office paper in 2004 that
is made from 80% recycled material.

How we performed   INDIRECT IMPACTS         

Climate change and insurance   

Climate change has a potentially significant impact on the business of

insurance. It increases the risks of storms and floods, which leads to

more claims (these doubled in the UK to £6 billion between 1998 and

2004) and higher premiums to offset the risk. Lloyds TSB Insurance

is working with the Association of British Insurers and the

government to prevent further building on flood plains.

In addition, it offers advice to homeowners on how to protect their

properties against extreme weather conditions. These measures mean

we are currently able to continue to offer cover in those areas

considered prone to flooding to our customers who want to renew

their policies with us.

PAPER 2001 2002 2003 2004

Virgin 20747 22542 20291 18533

Recycled 1554 1175 1226 2420

Total Paper 22301 23717 21517 20954

% recycled 7% 5% 6% 12%

Normalised (tonnes per head)   0.33 0.37 0.34 0.32

We met our targets and achieved our goals set for
2004, except for water usage and EMS training.

Resources we had allocated to manage our water reduction programme were

diverted to our oil storage programme (a separate objective) that was required

by law and had a potentially greater environmental impact. The planned water

saving is expected to be achieved by mid-2005. We have deferred to 2005 the

review of our EMS training programmes.

Objectives for 2005     

Key environmental impact measures:

● Reduce energy consumption by 3GWh  

● Survey 250 offices and, where appropriate, manage water consumption

down to our internal benchmark of 10 cubic metres per head  

● Increase the number of audio-conference meetings by 10%  

● Increase total recycled paper consumption by 5%.

Environmental management activities:

● Undertake full energy audits at six of our

main buildings

● Incorporate renewable energy into tendering for buildings and increase

the total amount of renewable energy if practicable

● Investigate opportunities to install grey (recycled) water systems at

key buildings

● Undertake waste audits at 10% of key buildings

● Roll out bespoke environmental management systems for Dutton Forshaw

and Remarketing

● Review EMS training and, where appropriate, integrate environmental

training into existing induction and general training programmes  

● Undertake audio-conferencing awareness programme.



Lending and the environment  

Our business customers have the potential to affect the environment through

their activities. We continue to support all sectors of industry, working with our

customers to help them minimise environmental risks to their business. This

makes good business sense to both parties because our returns depend on the

commercial success of our customers.

We were one of the first UK banks to develop an environmental risk assessment

system for all of our business lending. This is firmly established and has been

improved over the years. It not only helps us identify risks but also gives better

service to our customers. Furthermore, our Group Code of Business Conduct

and other lending policies require the consideration of broader ethical and

reputational risks.

All of our lending officers are provided with an environmental lending risk

guide. During 2004, we reviewed and updated our environmental risk training

materials and also ran seven training workshops for lending officers.

We have operated a central environmental helpline since 1997, providing

guidance and support to our lending officers. In 2004, 730 cases were referred

to the helpline. These involved a wide range of business sectors, with 23%

related to construction and associated building activities and 16% to petrol

stations and car repair garages. Just over half of referrals required input from

our panel of environmental consultants who provide technical advice.

We continue to monitor the development of the Equator Principles - 

a framework for financial institutions to consider social and environmental

impacts of the projects they finance. Our long-established environmental risk

assessment process covers all lending, not just project finance (of which we do

relatively little).
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Waste    

Target: increase number of recycling schemes
in centrally-managed buildings.

In 2004, we increased the number of recycling
schemes in our larger buildings to 555 (373 in
2003). These include programmes to recycle
batteries, cardboard, CDs, mobile phones, paper,
toner cartridges and vending machine cups. We
recycled 13.3 million vending cups in 2004 (34% up
on 2003) and increased the amount of paper and
cardboard recycled by 19% to 10,500 tonnes.

WASTE 2001 2002 2003 2004

Waste to landfill 20018 17861 16396 15297

Waste recycled 8311 9331 10612 10843

Total Waste 28329 27192 27008 26140

% recycled 29% 34% 39% 41%

Normalised (tonnes per head)   0.42 0.42 0.43 0.39

Vehicle management    

Lloyds TSB autolease is one of the UK's largest vehicle
contract hire and leasing businesses. Our experience has
helped us develop environmental best practice, such as 'whole
life costing' which includes fuel and insurance in monthly
costs. We support the government's Powershift programme
promoting the use of vehicles that use gas or hybrid fuel
systems (petrol/gas and electric). These emit less carbon
dioxide. We are on the board of the government's Low Carbon
Vehicle Partnership which encourages the development of
low-carbon vehicles. We continue to support the development
of technologies and practices that promote road safety and the
efficient use of vehicles.

Ethical and environmental investment   

Scottish Widows offers both ethical and
environmental funds through its Investment
Solutions range managed by Scottish Widows
Investment Partnership (SWIP). The funds
invest in socially and environmentally
responsible industries.

Stocks are screened against criteria using data supplied by the
Ethical Investment Research Service, supplemented by SWIP’s own
research. An independent advisory group meets with SWIP every
six months to check that the criteria are met.

Companies are screened on both positive and negative criteria.
This excludes investment in almost half of the FTSE All-Share Index.
Negative criteria include fossil fuel extraction, mining or quarrying,
ownership or operation of nuclear power stations, and the
manufacture or supply of ozone- depleting chemicals. Positive criteria
include clear environment policy, management and reporting
standards and commitment to community or charitable work.

Selected stocks are used to build a portfolio that has the best
potential to outperform the market in the long-term.
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List of policies to be found on the web:

● Group Code of Business Conduct

● Corporate responsibility principles

● Environmental policy

● Health & safety policy   

● Human rights policy

● Race and diversity strategies

● Community policies

We want to hear from you    

We appreciate any feedback - good or bad.

You can email us at

corporate.responsibility@lloydstsb.co.uk

or write to us at:

Corporate Responsibility  

Lloyds TSB Group plc

25 Gresham Street

LONDON EC2V 7HN     

Corporate responsibility policies  
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Contacts   

For further information on this report 

Corporate Responsibility  

Lloyds TSB Group plc

25 Gresham Street

LONDON EC2V 7HN

Tel: 020 7356 2402

corporate.responsibility@lloydstsb.co.uk

www.lloydstsb.com  

Lloyds TSB Foundation for England and Wales  

3rd Floor

4 St Dunstan’s Hill

LONDON EC3R 8UL

Tel: 0870 411 1223

www.lloydstsbfoundations.org.uk

Lloyds TSB Foundation for Scotland 

Riverside House

502 Gorgie Road

EDINBURGH EH11 3AF

Tel: 0870 902 1201

www.ltsbfoundationforscotland.org.uk

Lloyds TSB Foundation for Northern Ireland

The Gate Lodge

73a Malone Road

BELFAST BT9 6SB

Tel: 028 9038 2864

www.lloydstsbfoundationni.org

Lloyds TSB Foundation for the Channel Islands

25 New Street

St Helier

JERSEY JE4 8RG

Tel: 01534 503052

www.ltsbfoundationci.org

Consultancy and writing by Context - peterk@econtext.co.uk  

Report produced by Direct Design - www.dda.co.uk

Paper - Mega Matt manufactured from 50% totally chlorine-free pulps and 50% recycled fibre; a minimum of 10% of the total is de-inked       

For further information on the Lloyds TSB Foundations  
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