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Key financial inclusion and
capability highlights in 2008

Personal finance
lessons for over

school pupils

of all free-to-use ATMs
in the UK

saved by people using
free-to-use ATMs in
deprived areas

rural communities served
by 20 mobile branches

inner city school banks

money advice training
places funded by RBS

of UK debt advisers trained
using RBS-funded materials
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young people surveyed
through MoneySense
Panel Research

MoneySense lessons
delivered by

RBS and NatWest staff

MoneySense translated
and available to all

Welsh speaking schools

MoneySense guides
for adults distributed
each month

unique visits to the
MoneySense web
site every month

MoneySense advisers
offering free and
impartial money
guidance in branches
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The RBS group is committed

to increasing financial capability
and tackling financial exclusion —
both are key priorities for

our stakeholders.

RBS Group The MoneySense Report 2008

About the RBS group

The RBS group is a large international banking and financial
services company. Headquartered in Edinburgh, the Group
operates in the United Kingdom, Europe, the Americas and
Asia, serving more than 40 million customers. The Group
provides a wide range of products and services to personal,
commercial and large corporate and institutional customers
through its two principal subsidiaries, The Royal Bank of
Scotland and NatWest, as well as through a number of other
well known brands including, Citizens, Ulster Bank, Coultts,
Direct Line and Churchill.

About this report

In 2007, the RBS group undertook a major research project
to identify, explore and prioritise the issues that mattered
most to our stakeholders in terms of our business and the
wider financial services sector.

Financial inclusion and capability stood out as high priorities,
a finding which drove our continued focus on these areas
through 2008.

Updates on our progress and future priorities in these
key areas have been published in the bank’s 2008
Sustainability Report. However, the MoneySense Report
2008 recognises our stakeholders’ appetite for more
detailed information about our activities in the field of
financial inclusion and capability.

This report highlights activities undertaken during 2008 to
increase financial capability and promote financial inclusion.
These activities are informed by ongoing discussions

with organisations and individuals who are working with
financially excluded people or who share our goal of
increasing financial capability.

Stakeholder feedback on 2007’s Financial Inclusion and
Capability Report has also steered our efforts. This year
we will be seeking views again — both on our programmes
moving forward and the ways in which we report them.

A driving force behind all the activities outlined here is the
RBS group’s desire to make the benefits of banking services
available to all — benefits which some may take for granted
but which many need support to access.



Foreword

We take our role in developing the financial capability

of people in the communities we serve very seriously.

Our business is centred on helping people and businesses
with their finances, so it makes sense for us to work with
others to invest in educating people to manage their money
better.

We have been doing this for the last 15 years through our
MoneySense programme which is now the largest free and
impartial financial education programme in the UK, providing
personal finance education resources to 60% of secondary
schools across England, Scotland and Wales

In 2008, a year of unprecedented challenge for RBS,

we continued to invest — both financially and through the time
and efforts of our employees — in the delivery of financial
education in schools, in widening our provision of impartial
money guidance for adults, and in supporting grass roots
initiatives to tackle financial exclusion. It is our strong belief
that supporting the development of informed and financially
capable consumers will bring benefits for individuals and
banks alike.

As part of the agreements around government funded
support for RBS during the depth of the banking crisis
last Autumn, we committed an additional £4 million

to our MoneySense programme.

“It is our strong belief that
supporting the development

of informed and financially capable
consumers will bring benefits

for individuals and banks alike.”

This MoneySense Report 2008 is the second annual

review of activities undertaken across RBS group to increase
financial capability and inclusion. We will continue to work with
government, charities and other interested parties to improve
our programmes in future years and to support the valuable
efforts of others to this end.

We believe that more can and must be done. This report
provides details of how you can provide feedback on our
activities and help to shape our future priorities.

You may, of course, question our role in financial education,
given the problems that we ourselves have faced as an
institution and an industry. We do indeed have our own
lessons to learn about the strategic choices that were made
and we must improve our own performance. We need to
re-earn the trust of all our stakeholders starting with our
customers and employees. We have great expertise across
our business and we will bring this to bear, along with our
resources, to ensure we do all we can to play our part

in making our communities stronger and the consumers

of today and tomorrow better equipped to navigate an ever
more complex financial world.

We see the investment in MoneySense as one of a range of
efforts, large and small, which recognise our responsibilities
as a company and the need to act on them.

Philip Hampton
Group Chairman
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MoneySense aims to ensure that an
ever-increasing number of people —
whether or not they choose to bank
with the RBS group — are able to make
informed decisions, based on a solid
understanding of their money and how
financial products and services work.
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Understanding and confidently managing
money is a crucial life skill for people of all ages.
However, in the UK, 90% of adults have had no
formal education on how to manage their money,
while 800,000 school leavers think an ISA is an
iPod accessory!

That's why MoneySense has been broadened to suit adults
and young people alike.

With a 15 year legacy in providing free, impartial advice and
information about money and financial services, MoneySense
is the largest financial education programme of its kind.

Financial capability for children and
young people

MoneySense for Schools
The earlier people start to learn about how to manage their
money, the better.

MoneySense for Schools focuses on promoting relevant
financial skills which we believe every young person should
have. Before they leave school, we believe that young
people should:

® Be confident about managing money and dealing
with financial organisations

e Understand the importance of saving
® Be able to calculate the cost of borrowing
® Understand day-to-day money management and budgeting

® Be prepared for independent living and the financial
decisions they have to make.

Personal Finance Education (PFE) has risen steadily up
the school agenda in recent years, with many valuable
programmes and resources now available for teachers
and pupils. During 2008, we made significant steps in
highlighting examples of best practice in PFE, beyond
our own MoneySense programme — by hosting the first
annual Personal Finance Education Awards.

(See page 7 for more information)
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The first tranche of results from our MoneySense Panel
Research project — the largest ever survey undertaken into
young people’s attitudes to money — were published in 2008.
Already recognised as a highly valuable exercise, we believe
that the research will increasingly inform the delivery of PFE
as it progresses through its five years in contact with 8,500
young people. (See page 8 for more details)

Programme overview

Accredited by the Personal Finance Education Group (pfeg),
an independent charity helping schools to plan and teach
PFE, MoneySense for Schools is an interactive programme
employing web-based and face-to-face teaching methods
to help young people prepare for managing their finances.

In 2008 alone, more than 337,000 pupils received
MoneySense lessons from RBS group employees.

® During 2008, 1,192 teachers delivered 20,383
MoneySense for Schools lessons to 85,824 pupils.

The programme’s online interactive resources have been
developed to help 11-18 year-olds learn about money and
financial planning by participating in exercises that are
relevant to their daily lives.

The programme features four modules designed to engage
pupils while delivering the fundamental elements of PFE within
the curriculum. MoneySense for Schools takes pupils on a
financial journey, from the decision to open a bank account to
managing their money when living independently away from
home.

Programme Delivery

Every year, more than 500 RBS and NatWest employees

visit schools in their local communities, supporting teachers
in the delivery of MoneySense for Schools. Given the success
of the programme and to ensure that as many young people
as possible have the opportunity to receive a lesson, we
have developed resources to ensure that teachers have the
support they need to deliver these lessons independently

as well:

— Online support — tutorial walkthroughs providing teachers
with an insight into the programme and an overview of
modules, key topics and activities to explore with pupils

— Free phone helpline — supported by MoneySense
educational experts

— Teacher zone - registered users can download support
materials and resources for the modules, along with
teacher notes.

MoneySense in numbers (January — December 2008)

* RBS group employee Partners delivering 616
programme

e Students in programme 337,902

e Total number of student lesson interactions 974,662

e Class lessons delivered 25,029

e MoneySense Schools 1,591

e School Banks running to date 393

Developing Our Resources

Resources are reviewed annually to ensure they are relevant
for young people, as well as being fresh and engaging. This
summer, we produced a new module called ‘Holiday Planner’,
which requires students to manage the budget for a family trip
to Florida. The pupils have budget, currency, insurance and
unexpected expenses to take into consideration.

“Without a doubt these resources
increase financial literacy among
the students. The programme ...
will help them in life both
professionally and personally.”

Jenny Fox,
Central Foundation Girls’ school,
Tower Hamlets
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Macmillan Cancer Support

RBS group is working in partnership with Macmillan Cancer
Support, donating £1.5 million over three years to help tackle
the poverty that can be caused by cancer.

Around 1.2 million people in the UK are currently living with
cancer and, of those, 400,000 are likely to need financial
guidance. Managing money is one of the many worries for
people who have been diagnosed with the illness.

Our funding is helping Macmillan to broaden services that
help people cope financially, including financial advisers
and a telephone helpline providing financial guidance.

With the assistance of RBS, Macmillan has already been
able to provide financial support to an additional 556
people, unlocking over £1.2m of funds to help with the
financial impact of their cancer diagnosis.

Citizens Advice

Recognising the benefits that can

be gained through a more structured
dialogue between the financial services
industry and the free money advice
sector, RBS funds a new Financial
Services Liaison and Social Policy
Analyst role within Citizens Advice.

citizens

advice
burea

With a remit to improve dialogue between advice
agencies and organisations providing credit, the project
will benefit consumers by identifying and addressing
systemic challenges in a structured and constructive way.

Already this work has generated ‘With a Little Help from
My Friends’, a report into issues of shared concern
between the money advice and financial services
sectors as around negotiating debt repayments.

“RBS group remains the largest
corporate supporter of the Money
Advice Trust (MAT), a charity which
works to increase the quality of free,
independent money advice in the UK.”

RBS Group The MoneySense Report 2008
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The RBS group serves many countries and

our community investment programme reflects
this, sharing best practice globally and working
to increase financial capability and inclusion

in the core markets we serve.
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The US, the Republic of Ireland and India are home to

three of our largest business presences outside the UK

and, in each, we are developing and delivering programmes
to address issues of financial exclusion and increase
financial capability.

USA

Part of the RBS group, Citizens Financial Group (CFG) is one
of the largest commercial banking companies in the United
States. Headquartered in Providence, it has more than 1,600
branches through its subsidiaries and operates more than
3,500 ATMs.

CFG is involved in numerous financial inclusion and capability
initiatives across the states it serves. These often constitute
state-specific education programmes and include:

Money Smart Series

In Vermont, Citizens runs a Federal Deposit Insurance
Corporation Money Smart Series through their branch
network. The Money Smart curriculum helps individuals build
financial knowledge, develop financial confidence, and use
banking services effectively.

Each year, six to eight organisations supplying services such
as credit counselling, home owner buying counselling and
financial literacy receive grants in a competitive round of
giving. Grants are also provided through the Technical

Grant Assistance Program.

New Haven $AVE$

Citizens Bank Connecticut is a lead partner with Empower
New Haven'’s Financial Literacy programme, New Haven
$AVES. This initiative promotes economic security for low
income families in New Haven, offering accounts for first time
homebuyers and young people saving for higher education.
Financial education and specific training are required and
participants are matched $2 for every $1 saved up to

a total of $2,000.

Plans are currently in progress to introduce MoneySense
across the US through Citizens, with additional programmes
launching in 2009.

“The USA, the Repubilic of Ireland and India
are home to three of our largest business
presences outside the UK, and in each we
are developing and delivering programmes
to address issues of financial exclusion and
increase financial capability.”



lreland

Ulster Bank has 285 branches and is currently introducing
MoneySense to both the Republic of Ireland and Northern
Ireland. MoneySense for Schools modules have been made
available online and plans are in development to broaden
the schools programme and launch MoneySense services
for adults during 2009.

Ulster Bank in Northern Ireland also provides financial
support for the provision of independent debt advice

by sponsoring the Citizens Advice Debt Advice handbook.
This is a reference book for face-to-face debt advisers
working in Northern Ireland, where the laws and practices
of debt collection differ from the rest of the UK.

Ulster Bank’s branch and ATM network continues to be the
most important access point to services for many customers,
with a further three branches opening during 2008. Ulster
Bank has also added 54 ATMs to its network, bringing the
total number of non-charging ATMs to 1,154 — the second
largest network in Ireland.

Access to banking services in rural areas is a key issue,
particularly for customers with limited transport options.
Mobile banks bring essential services to more than 15,000
customers in rural communities, many of whom find it difficult
to access mainstream branches in larger towns and cities.

In 2008, Ulster Bank added a further two mobile banks

to bring the total to five across the country.

Ulster Bank helps to meet the needs of customers with low or
irregular incomes or a history of financial difficulties through
its Step Account. A free current account, it provides facilities
such as automatic wage or social welfare lodgements, direct
debits, standing orders and an ATM card. To date, almost
40,000 people have opened Step Accounts.

India

Through the acquisition of ABN AMRO, the RBS group has
a significant presence in India. The Group focuses much
of its financial inclusion resources in India on microfinance
— making affordable credit available to those in need who,
in turn, can use this to establish sustainable businesses.

The RBS microfinance initiative (originally established by
ABN AMRO) was the first to be launched by a foreign bank in
India and now makes credit accessible to more than 650,000
households through 30 microfinance institution (MFI) clients.
Through specialised MFI intermediaries, RBS group enables
women to borrow amounts as small as £30 and repay them

in small weekly or monthly instalments. The women use these
loans to increase their income by setting up small businesses
— for example, a vending shack or pushcarts to sell
vegetables — or to buy assets that will give their household
more revenue such as a cow or some chickens. By investing
in assets, the women increase their income generation
potential, leading to savings and eventually bringing their
families out of poverty. To understand if microfinance actually
leads to poverty alleviation, an impact assessment study into
the programme was undertaken in 2004. Results showed
that, of the women who had borrowed continuously for five
years or more, 58% experienced a significant reduction in
poverty, while 41% left poverty completely.

Through our Technical Assistance (TA) programme, RBS
group is also working to strengthen delivery channels
where the penetration of microfinance is low.

The TA programme currently supports 23 new MFIs. By 2010,
we aim to raise this total to more than 40. Overall, RBS group
plans to extend its microfinance outreach to 2.5 million
households by the end of 2010.

To promote financial capability, the retail bank organises
“BanCamp”, an annual education initiative for children
and young people, increasing knowledge and awareness
of banking and financial services.

To increase financial capability among adults, the Group
regularly organises Financial Advisory and Planning
workshops for employees of corporate clients. These
workshops outline the benefits of saving and investing
and also provide useful information about financial
services more generally.

RBS Group The MoneySense Report 2008
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RBS group has developed robust protocols
and works with independent third parties to
ensure that MoneySense maintains the highest
standards of impartiality. The programme's
strategic direction is informed by independent
experts and the project is delivered within

a firm structure of governance.
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The MoneySense Advisory Board

Throughout the development of MoneySense we have
continuously sought independent counsel to advise us.
In 2009, this will be formalised through the formation
of a “MoneySense Advisory Board”.

Comprising independent, impartial experts, the board
will meet quarterly to provide strategic input to the
programme as it moves forwards.

The Board will provide RBS group with an invaluable
insight into ways in which we might further rise to the
challenge of equipping both our customers and the wider
public with useful, relevant and impartial money guidance,
especially in the current economic environment.

Impartiality Protocols

To ensure that MoneySense remains impartial through
its planned growth, the following protocols have been
established:

* We work with impartial third party organisations to train
our employees and advise on the tone, content and
process of MoneySense

e Our MoneySense advisers are already working to
impartiality protocols which were informed by the FSA’s
Money Guidance pilot programmes

e Our schools programme continues to be endorsed by pfeg

e Underpinning all MoneySense activities are the principles
of impartiality and free availability



Contact Us

This is the RBS group’s second dedicated report on

our activities to promote financial inclusion and capability.
Over the coming months we will be inviting comments from
key stakeholders on our activities and our approach to re-
porting them. All feedback will be shared with our inde-
pendent advisory board which will meet regularly to advise
RBS group on the development of our programmes to pro-
mote financial inclusion and capability. We would welcome
any comments you may have.

Contact

MoneySense

Community Investment

The Royal Bank of Scotland Group
Gogarburn

PO Box 1000

Edinburgh

EH12 1HQ

Tel: +44 (0) 131 626 3901
Fax: +44 (0) 131 626 3232
email: moneysense@rbs.co.uk
www.rbs.com/sustainability
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