Ottside the close world of the City
r the interested rea ) of papers
uch as the Financial Times, few people
will have noticed the quiet revolution

sparked by the Trustee Savings Bank
that has taken place in banking over the
pa The popular conception of
Danking as a staid, set-in-its-ways
pursuit of gentlemen uninterested in
ompetition or the motive s totally
asturned a

profit
with the reality that h
collection of limited service,
ndependent savings banks into the
country’s third hm e in banking, along
with the clearing banks and the merchant
banks, in doub !D quick time

it odds

For more than 170 years, the TSBs
satistied a community need for simple
easlily accessible savings facilities,

geared to the common man. Since 1965
with the introduction of cheque accounts
the development of a range of personal
banking services, supported by a radically
changed banking structure and charter,
has taken the TSBs out of their gentle
backwater into the mainstream of
banking

Page Report
he TSB Group is now the fifth
largest of the High Street banks in terms

of both size of deposits ( ‘fi()()()rmlhom
and number of branches (1650) and is

(7€

O7oBER

¥ Business N

liesretmmtiitigre s sy oo ¢

T IENGRE S, |

the largest personal banking group in
Britain.

The tradition ot personal service
embodied in worthy gentlemen like the
Rev DrDuncan. founder of the first
Parish Savings Bank in Scotland in 1810,
who sought to provide a haven for the
savings of the labouring poor, remains
But the TSBs are no longer a loose
federation of like-minded, but fiercely
independent savings banks, offering
different interest rates and different
products with no common identity apart
from a recognisable logo

The Page report, named after Sir
Harry Page, who chaired the Committee

to Review National Savings which
reported in 1972, and the subseq
Trustee Savings Banks Act of 197¢
which implemented the Page reco
dations, changed the framework \
which the TSBs operated. The TSBs
were granted ‘the power to carry on the
business of banking' as well as indepen
dence fr()m official Governme r‘vl super
vision and specific controls over the
disposal of funds. With the g I ves s off and
facing a major npp«\mlmtv the 72 TSBs
had, within a year, amalgamated into less
than 20 banks (there are now 16)
operating under a self-requlating (
Board

central

What the Page report and the 1976
actdid was to open up a Pandora's box, a
reserve of eight million or so depositors
who, because they banked with the
TSBs, had not had access to a full range
of personal banking services. It was a

vast untapped banking market and, freed
of restrictions, the TSBs could set about
realising their potential.

Personal credit facilities
mortgages, commercial accounts, life

and general insuranc €. a charge and
credit card, travellers' ¢ “heques and
foreign exchange services have all been
introduced over the past five years

and
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ed elopment, atter the estab
nment ot cheque a un that pave
the v for the Page report and its re
mend 1S as wellas further divers
fication wa he TSBs into
init t Managers Ltd
f Nnade 1 ONe person. a
Jle ot 1sh and
£100,000 inv d G Re-Insurance
Ltd, t ell just one unit trust. From
e Itset this new unit trust company
took powers to write life insurance and in
the early years 1ssued a modest number
policie [he project went like a
bomt i Richard Gearey, computer
antre manaaer with the present THH
Trust Company Ltd which grew out of the
riginal company. It was, he said, without
10ubt, one of the most successftul
iunches in the history of unit trusts
IKINGg Loam in its tirst two wee and
! who started the business
irtually single-handed, Brian Brown, 1s
w the Trust Company's general

1ger employing close on 800 people
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1 the early '70s with a major
sh into life insurance. This initiated a
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well as the life insurance | mn (
the firm has also recently gone into tt
general insurance and insurance } ]
businesses. "Quramisto pr ]

range of insurance services
can link these to investment, al

qood Learey
! TN 218
We work to a strict code of pra
inidentifying the TSB customer
could benetit from the produ
market," Gearey added. The fa

however, that provided the product
right the market is there, read !
walting, inthe TSB branches. That mark
IS not exactly capt since there |
competition, including an increa

amount from building societies r ng
Into the current account area, but tt
traditional TSB customer, the m ‘
street, 1s atleast receptive to the bank he
has grown up with

The rapid growth of
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Company, the diversification of services
and the flurry of product introductions
through the late '60s and '70s has been
the response to this extraordinary
marketing opportunity. There is every
reason for thinking, that this opportunity
ould well prove to be virtually limitless

Over the next five years, for
example, Trust Company management
ecasts that the present life insurance
ousINess NHII»\H by the urrmp will have
doubled to 600.000 policies. It is
urrently 'MJH;.’ng} 6000 1.'0 insurance
proposals a month

What all this adds up to, as Richard

Learey puts it, 1s an administrative

pressure which ensures that. ‘data
processing Is a major consideration on
the critical path to growth’. Gearey'

objective nas been to help in getting DF

From the word go, the Trust
ympany was mevitably and totally
mitted
processing m"w’ all administration
ind computing was simply contracted

wut to a ,ur,ww.v; ration run by T:r’]w'

to computer-based data

{ en life | at
the Trust Company's business H\.!;»

was contracted out and data processing

surance was addex

wa ndled on a bureau basis utilising
i ting sot ire package run off
CDG Data ser )
It was not until 1978 tha B Trust
mpany installed its first in
ymputer mainframe, a Burre

1S later upgrac

B )C bureau system was , e ——————— R ——
t s Burrouaghs machines . ' 3
't that it USER AREA 1 : USER AREA 2 1 USER AREA 3
{ IT D¢ ime clear that it 1
A - na term with the ; ; — 1 - = -~ 1 . —= _
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lrust Company's business requirements ! : i
“v‘h"\ it we had was a huge batch
f‘l\":{" YCESSINI IL' lication, edrey
T 10111 ¢ 1 r

master files were
updated once a week only and there was
no on-line file enquiry at all. We had
iterally mountains of paper in the filing

irea and it could take days to find out the
status of a particular policy, which lu,lrv i
frustration in the banks,"” he said. Atthe  § 3270
same time the company wantedto addto  §
its product range !
In short > ) g

there was an aJI(}PM OVERNIGHT | OVERNIGHT

| R1800/50 R1800/50

\
7 EOD [ EOD )
business requirement that demandeda  § ; ‘ L \

speedy response. “We weren't looking  § 1[ ‘
to push forward the frontiers of = ; N g
| & 4

t

= e e T g
technology —we decided we neededa  § oty o e !
well-tried system, the essence of which  § MASTER) _INDEX | (R i
would be speed of iImplementation i e

Gearey said TSB Trust Company's present con

the end of the day. it s /Ere Hu F f\’ "7"

overnight processing. Enquiry on three files !

master file holds general and policy details toge Jw with pay v The al

illows access by the person's name. or near derivatives (eq mythe, Sr

the p (‘H( y number is not avallable. And the bank file holds details ot bar de

1ddress/ phone etc. The decision to have all network processing Re ¢
‘:‘7,1/{/7%‘;)/‘;/!”,’/r‘xr hange of mainframe stems will not impact the "'.;‘ t Comu w

The solution the company adopted  computers to front end the package on  R800/70. and installed the first R1800
was to take the PALM package offered by~ the mainframe and to handle data entry ~ 50s in a commercial environment in the

the specialist software house, Lonsdale  and on-line file enquiries country. “Right from the outset. we used
SV stems, and tailor it to TSB Trust The Trust Company had been using  the systems in a split role with some
Company requirements, at the same Rediffusion equipment since 1976 terminals handling data preparation and
time using Rediffusion R1800/50 moving from the Redifon Seecheck to the majority out in the user ¢ n;;nrt'r ents
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department's floor space was taken ug
by a year's stoc kofc omputer listir )
a good girl could maybe answer te
enquiries a day, the same girl can now
answer a query within a couple of

{ minutes

!
i
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! Bulky Listi

Th(,‘ same picture emerqged from
discussions with other departments. Bil
Baughen, in the claims department
reported that 75 to 80 per cent of claim:
are now settled within five days, wherea
it took weeks to get information from the
old system md weeks to get it back for
processing. “The figures we were qettir
P ! were weeks apart and never matched
what we had in the department.” he said
The bulky listings are now a thing of the
past and unlamented, wt
benetit of the overall sys
can be frozen immediately a clain
made
Joan Maskelyne in the new
business area, responsible for getting
the 6000 to 7000 proposals a month int
the system, has seen little changs
0]
t

)asic \Lnl,wulw process, but commented
hat response from the system

y

an important consideration in data entry
was instantaneous
lhere are 60 terminals linked to the
two Rediffusion R1800/50s and distr
buted through the Andover head offi
All are already being used heavily
people quickly get used to new facilitie
and, while our original estimate was that
H'n‘ system would have to handle 700
quiries a day. we are already g
3000 to 4000," said Gearey
The terminals are split between t
WO processors so that activity can
"'mrl ue s hr*uld a processor go dowr
\ third Fxl‘%t 50 hq xn also been installe
2cently to i(k up the production

budget in March of this year

The major benefits of the system
now that itis tully operational have quickly
become SEIM,?fitéﬂlthll!,‘!f Its structure, with
policy master files supported by sub
sidiary master ‘i!w., enables it to
accommodate new Trust Company

yroducts as they come along. It provides

1 qro.iflv improved administrative
service to the banks and there is a heavy
emphasis on automatic nff,:n"vwvn'l

Proposals received at the Tru
Company's head office in Andover are

problems, but over
ears, he commented

.',‘ tice of the Rediffusion equipin i A»H[f/_’l(j('i into the L’f/““ l‘; yand are trw'n“ (,;\/};I(‘_‘\yn as well as to ; ake over the
it ‘HIV?HO(JI‘M(_H\/ available for enquiry Trlrm«f svstem de velopment load
Ihe decision, however, to base all reguiring no medical can be ac

etwork processing on the Rediffusion ind the policy issued wit r’”"}l“’””‘ NEW Omp :

ystems was a conscious one and quite PALM calculates premium rate and i

feliberate. It meant that the network was COMMISSIon on accepted policies and Uiy

ot dependent on the mainframe. so that automatically pnm\v-m.;:;; reminders, such [he system itself ‘u‘;,‘.
when the [;‘M Company came to as premium collection letters, and mented and any expansion wil

produces cheques for items suc through an increase in processing
doctors' reports. The system calculates capacity and the addition ¢ F 0o e
policy values and surrender valuesand  Company products. Gearey remembers

luate its central computer systems
1id 'mwm* man: u;wxwr 1t did not
about the implications of

“ 0 ‘zmtr,um“m the network qmmt;ms a detailed premium HIS[:’)[V however, that when the company moved
ilready in place. In fact, the Trust over two years for enquiry purposes to Andoverin 1973, it thought that its new
Company did decide to change its main ”‘?‘ ”,’Ue‘}("\’d f3ff‘(;"~’ 1cy of the 30,000 sqft of offices would last for ten
frame and a £2 million dual processor is A.V'C’t?”\ ““SU, means that the T“N - years. Itadded first 50,000 sq ftand ther
scheduled for installation towards the Company can handle a greater volumeof  another 50,000 sq ft
end of this year work with its existing staff and retain a ‘ With this in mind. the Trust

greater degree of management control Company has built a massive new
vl Premiumn over the business of the company computer building, which at 5000 sq ft
MYramiati Y 1Y £ will be just 50 per cent occupi
: = = > & the new computer moves in_ If past
The implementation of the PALM [he impact in the user departments performance is anything to go by, what
system (Personalised Automated Life nas peen dramatic. Mike Dillon, in charge now could appear to be an extravagance
Management) was a major project of policy servicing, described the may well, before too long, be seen as a
nvolving a large amount of tailoring to difference between the old and the new  very prudent management deci
meet the Trust Company'sr rw'unmmw its.  systemsas ‘'massive’. Some 60 per cent
The exercise, in fact, took 20 months of 'phone enquiries are now answered

involving in excess of 70 man years, and straight away from information that

at times involved a project team of over  comes up on two visual displays

40 people, including up to 25 pro- dedicated to the telephone service
grammers over a period of ayear and a Dillon's department is now handling
nalf. Project management techniques 125,000 enquiries a month. Whereas

brought the project in on time and within  previously a large section of the




