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How can we amend our processes to prevent these types of complaints in the 
future?

1. Ensure that all terms and conditions, including fees and charges, are clearly 
communicated to customers during the application process.

2. Consider providing additional support or guidance for customers who may 
struggle with online banking security processes, such as offering alternative 
options like telephony or branch banking.

3. Implement a system to prompt customers to update their contact details 
regularly to avoid issues with undelivered replacement cards.

4. Review the design and readability of standard bank card designs to ensure 
they are clear and appropriate for all customers.

5. Consider the impact on vulnerable or elderly customers when making 
changes to services, such as charging for paper statements, and explore 
alternative solutions to support their needs.
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