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'Very sorry'
On Tuesday, RBS chief executive Ross McEwan said: "We have acknowledged for some time
that mistakes were made. Some of our customers went through what was a traumatic and
painful experience as a result of the crisis.
"I am very sorry that we did not provide the level of service and understanding we should have
done.”

The bank will automatically refund complex fees paid by about 4,000 small business GRG
customers between 2008 and 2013, and will set up a new complaints process.
Customers who feel they have lost out may have to fight for redress through the courts.
Mr McEwan told the BBC: "It would be fair to say that consequential loss needs to go to the
court at the end of the day, because it will be up to a court process in most of these situations
for them to determine whether... those businesses were going to be viable, and be a very
successful business going forward.”
In the case of businesses that have gone bust but are due compensation, it will be up to
administrators to decide whether to reconstitute the firm….
It may be the case that only creditors of a dissolved firm will benefit from any compensation,
rather than the business owner, he said.

We set out below the FCA’s high level summary of the main findings and some key conclusions in the Report.
Whilst some isolated examples of poor practice were identified, the Report concluded that:
-

RBS did not set out to artificially engineer a position to cause or facilitate the transfer of a customer to
GRG;

-

SME customers transferred to GRG were exhibiting clear signs of financial difficulty;

-

there was not a widespread practice of identifying customers for transfer for inappropriate reasons, such
as their potential value to GRG, rather than their level of distress;

-

there was not a widespread practice of requesting personal guarantees and/or cash injections when GRG
had already determined that it had no intention of supporting such businesses;

-

there was not a widespread practice of RBS making requests for information from customers that were
unnecessarily burdensome;

-

there was not a widespread practice of RBS acting as a ‘Shadow Director’;

-

there was no evidence that an intention for West Register to purchase assets had been formed prior to the
transfer of the customer to GRG; and

-

there were no cases identified where the purchase of a property by West Register (as opposed to by
another person) alone gave rise to a financial loss to the customer.

https://www.buzzfeed.com/heidiblake/dash-for-cash

However, there were other areas in which the inappropriate treatment of SME customers by RBS was
identified in the Report as being widespread. These arose from:

- the failure to comply with RBS’s own policy in respect of communicating with customers around transfer.
The Report found that the standard of much communication was poor and in some cases misleading;
- the failure to support SME businesses in a manner consistent with good turnaround practice;
- placing an undue focus on pricing increases and debt reduction without due consideration to the longer
term viability of customers;
- the failure to document or explain the rationale behind decisions relating to pricing following transfer to
GRG;

- the failure to ensure that appropriate and robust valuations were made by staff, and carrying out internal
valuations based upon insufficient or inadequate work – especially where significant decisions were based
on such valuations;
- the failure of GRG to adopt adequate procedures concerning the relationship with customers and to
ensure fair treatment of customers;

- the failure to identify customer complaints and handle those complaints fairly;
- the failure to handle the conflicts of interest inherent in the West Register model and operation; and

- the failure to exercise adequate safeguards to ensure that the terms of certain upside instruments, in
particular Equity Participation Agreements, were appropriate.

