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Dear Mrs Rose

Thank you for your letter of 297 July to our Chief Execufive regarding our decision to close
the Coventry Building Society branch in Highworth. | have been asked to reply.

We understand the Council’s disappointment and recognise the concems you have raised
ahout the potential impact on residents, particularly older and vulnerable members. This is
not a decision we have taken lightly. We have reviewed our branch network carefully,
considering how members use our services and whether suitable alternatives are available.

Across the UK, the number of people using banks and building scciety branches continues
to fall as customers and members choose different ways to manage their money. In
Highworth specifically, usage of the bhranch is very low compared with the rest of our
network: transactions have reduced by 39% over the last eight years, only around 3% of
people who use the branch do so more than once a month, and average daily transactions
are 52% lower than the rest of our branches. The branch is open five hours a day and, on
average, helps members with 11 transactions an hour.

As a result of this review, we have made the difficult decision to close the Highworth branch
on 28 August 2026. While the decision is final, our focus now is on supporting members
through the transition and ensuring they understand the altermative ways in which they can
confinue to manage their savings with us.

It may be helpful to clarify that the Highworth branch is used by Coventry Building Society
members primarily to manage savings accounts. It does not provide everyday banking
senvices such as current accounts or business banking. Many of the services members
currently request in branch, including checking balances, confirming interest eamed or
transferring money to another account, can be completed through our UK-based, freephone
Customer Service Centre, by post or through our digital services. We are proud that our
Customer Service Centre answered calls within two minutes in 2025.

The nearest alternative Coventry Building Society branch is our Swindon branch,
approximately seven miles from Highworth, where members will be able to access face-to-
face support and deposit cash. Members may also use our Wootton Bassett branch, which is
approximately 13 miles away. Members with card-based savings accounts can check
balances and withdraw cash at the free-to-use ATM in the Midcounties Co-op, which is
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around a four-minute walk from the Highworth branch and has free parking. Members who
wish to deposit cheques can continue to do so using our freepost cheque senvice.

We are also taking specific steps to support members who may need additional help. We
have written to all members who have transacted in the Highworth branch within the last
year to explain the closure and the alternatives available. Colleagues in branch are speaking
to members in person during the transition period, and we have identified members with
additional service needs 50 that we can provide more tailored support. As well as writing to
those members, we are speaking to them when they visit the branch and proactively calling
them to talk through their options.

For members who are unable or reluctant to use online or telephone banking, we will
continue to explain the postal options available and discuss the most appropriate route for
their circumstances. We are also signposting members to the support available through our
branch colleagues before the closure date, our Customer Service Centre and our postal
senvices. We have written to local Citizens Advice and Age UK to make them aware of the
closure and the support available, and we would welcome the Council's assistance in
identifying any Coventry Building Society members who may need additional help.

We regularly run free Tea and Tech sessions to support people with digital banking and help
build confidence using online services. We will use the period before the branch closes to
help educate members on their options, including practical support for those who wish to use
digital services but need help getting started.

| can confirm that vour letter has been sent to senior colleagues responsible for the branch
network. Both the Regional Branch Manager and the Head of Branch Banking have visited
the Highworth branch since the announcement to ensure colleagues and members are
being supported. We recognise the Council’'s important rale in the local community and
would welcome the opportunity to discuss the impact of the closure and the support
available to affected residents. Please let me know any dates you would be available for an
online meeting to discuss further.

Thank you again for raising these concerns. We remain committed to supporting members
through this transition and to working constructively with the Council and the local
community to help ensure residents continue to have appropriate access to Coventry
Building Society services.

Yours sincerely

Lawrence Vousden
Head of Public Affairs
Coventry Building Society Group
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