
customer proýle
Lloyds TSB is one of the leading UK-based ýnancial 
services groups, whose businesses provide a 
comprehensive range of banking and ýnancial 
services to over 15 million customers in the UK 
and overseas. Acquisitions in recent years included 
Trustee Savings Bank and Scottish Widows.

The challenge
Lloyds TSB has the largest 
multi-channel distribution network 
in the UK, which includes one of the 
largest branch networks with over 
2,000 branches and around 4,200 
cash points. It also has one of the 
UKôs largest telephone banking 
operations with over 60,000 calls 
handled every day, and one of  
the most visited ýnancial websites 
in Europe.

With the legacy network 
infrastructure groaning under the 
weight of trafýc, and the companyôs 
ability to innovate constrained by 
inþexible, unconverged networks,  
it decided it was time for a new 
approach.

First of all, Lloyds TSB went in 
search of a team who covered  
a broader range of skills than 
traditional service providers. 

The teamôs capabilities would 
include:

 integration - both systems and 
communications

 innovation - a deep 
understanding of how to exploit 
technology for business beneýt

 project management - the ability 
to manage large scale 
transformation projects

 partnering - the ability to 
assemble the right team to 
provide a holistic solution.

They needed a service provider  
that could assemble a group of 
partners to provide converged voice 
and data services which were 
þexible, had a variable cost 
structure with low incremental 
bandwidth costs, offered high-
bandwidth, and were able to support 
a new generation of web-based or 
bandwidth-hungry applications. 
These services were seen as 
prerequisites for an organisation 
engaged in a large scale business 
transformation process.




