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Cash ISA Transfers
where have we come from?

« High transfer volumes experienced during 2008 ISA season

 Industry Cash ISA Transfer Guidelines - August 2008

- Set a benchmark timeline for transfers of 23 working days

* Interest payable by new provider on a ‘5 + 2 day’ basis

« Own initiative moves to adopt electronic payments

British Bankers’ Association



bba

The voice of banking

& financial services
Cash ISA Transfers
where are we currently?

Voluntary Industry Commitments

* Reduce Cash ISA Transfer timeline to 15 working days from end 2010
* Interest paid no later than 2 days after funds received from end 2010
« Agreement reached with FSA on industry Ml reporting from Q1 2011
 Feasibility study to consider a move to electronic transfers underway

* Published consumer friendly guide in June

British Bankers’ Association



Transferring Your Cash ISA (effective until 31 December 2010)

Outlines a typical Cash ISA transfer process, which may vary between ISA providers'

+ DAY 24°

DAY 2-3
You may be

DAY 24*

Process

completa

an |54 Transfer

Authority form

and if

application

DAY 50
Yiour new provider will send the Your new provider will process the
tramsfer application papansmork application and send the checked Transfer
for processing Authority form to the old providar

DAY 10+ DAY 21-24
Your new provider will chass the old Your neve provider will credit

provider if they have not received a funds toyour 154 account.
timely response

Mew Provider

DAY 7-20°
“Your old provider will process the trarsfer application and send the

|
= transfer funds to the new provider. They may ask vou for further
infrrnaticn to assist this process

DAY 10+
Old Provider Your old provider will contact you if it recognises a delay to the transfer is
axpectad to ooour with an explanation and a likely timescale for resolution

Pleass note:
Timings ara indicative of a typical 54 transfer process and may vary betwesn prowidars. Vou are sdvized to check spedfic procadures

with your provider. Timings shown rafier to working daws,not el apsed days.
Tou have the right to stpulate a longer timescale for your 154 transfer - you may want to dothis In order to tske accountof any leading an 2
applicatle rotica perlod, to avold Interest penalties atc, :,\-.-.:-Iq '_""""'"""' -! .

T voicg of arkng

The industry is ta king steps to shorten the Cash 154 transfer process so that it completes on Day 16 from 1 anuany 2011 onwa rds, & rerried naricas

Bullding Soclet
Association
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Cash ISA Transfers

Industry Guidelines transfer timeline from end 2010

Day 7-11 Day 13 -15
New provider
receives an
application and
commences processing
(sends to process centre)

New provider

completes Old provider processes ) New provider

rocessing and " | and sends documentation " applies funds
psends togold and cheque/funds to new account
to new provider

K provider j K J K j

Day 8 +
New provider chases old provider if no response within
7 business days

Day 12 — 14

Accrued Interest Gap
=3 days
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Cash ISA Transfers
supporting delivery

Industry Ml reporting to FSA
High Level transfer performance Ml agreed

KPIs against the 15 day end to end timeline and 5 day turnaround from
old provider

‘Reasons for Delay’ analysis

Anonymised Ml on top 20 providers by volume
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Summary Cross Industry Cash ISA Transfer Ml report to FSA The voice of banking

Number of Providers included in submission
Date of submission
Reporting Month

Transfers In

Transfer In cases completed within 15 working days
Transfer In cases completed in over 15 working days

Reasons for Transfer In Delays
Most frequent
2nd most frequent

3rd most frequent

Transfers out

Transfer Out cases completed within 5 working days
Transfer Out cases completed in over 5 working days

Reasons for Transfer Out Delays
Most frequent
2nd most frequent

3rd most frequent

& financial services

90

dd/mml/yyyy

mmm

Old Provider Error

New Provider Error

Customer Error

New Provider Error

Old Provider Error

Customer Error




Date of submission
Reporting Month
Transfers In

Provider A
Provider B
Provider C
Provider D
Provider E
Provider F
Provider G
Provider H
Provider |
Provider)
Provider K
Provider L
Provider M
Provider N
Provider O
Provider P
Provider Q
Provider R
Provider S
Provider T
Total

dd/mm/yyyy

mmm

Transfers in
< 15 days

Transfers in
15 days

1,500

100

1,400

80

1,200

70

1,000

65

950

60

800

57

750

55

700

52

560

51

540

50

490

46

485

467

68

367

2

356

298

14

250

54

42

12

16

Reason 1

Old Provider
Old Provider
Old Provider
Old Provider
Old Provider
Old Provider
Old Provider
Customer
Customer
New Provider
New Provider
New Provider
New Provider
Customer
Customer
Old Provider
Old Provider
New Provider
New Provider
Old Provider

Reason 2

Customer
Old Provider
Old Provider
Old Provider
Old Provider
New Provider
New Provider
Old Provider
New Provider
Old Provider
Old Provider
Old Provider
Old Provider
Old Provider
Old Provider
New Provider
New Provider
Customer
Customer
New Provider

%

18
15
12
13
61
19
23
12
20
33
35
15
16
34
40
12
29
15

6

6
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Reason 3

New Provider
New Provider
New Provider
New Provider
New Provider
Customer
Customer
New Provider
Old Provider
Customer
Customer
Customer
Customer
New Provider
New Provider
Customer
Customer
Old Provider
Old Provider
Customer
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Cash ISA Transfers
supporting delivery

All postal correspondence to go First Class

Daily not batch processing
Sharpen points of contact between providers
Improved use of TISA Databases by providers

BBA/BSA/TISA to develop and promulgate industry best practice on
operational efficiencies to underpin delivery against the 15 day
timeline
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Cash ISA Transfers
where are we heading?

Feasibility study to consider a move to electronic transfers
* Accelerating information transfer between providers
 Payment systems developments

* TISA’s work on electronic stock re-registration

 Beneficial outcomes for consumers

British Bankers’ Association
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Cash ISA Transfers
key challenges and next steps

* Implementation of operational changes by firms ahead of end 2010

* OFT challenge on accrued interest and potential customer complaints
* Building a consensus on the move to electronic transfers

* BBA forward work

* Publish revised industry guidelines and consumer friendly guide

British Bankers’ Association
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Questions?

Peter Tyler

Policy Director - Retail

British Bankers’ Association




