
 

 

Case Study: RBS 

How RBS has adapted to meet the changing needs of staff 

and customers during Covid-19 

 

RBS’s response to the challenges presented by Covid-19 is remarkable for the innovations 
it has made. They have found new ways of meeting both customer and staff needs, while 
maintaining safety. 

Customers 

‘Companion card’  

RBS has introduced a ‘companion card’, which allows vulnerable customers’ friends, 
family and carers to purchase items on their behalf. The card, which has been designed 
for those that can’t leave the house, allows customers to load up the card with up to £100 
which they can then give to friends, family or carers in order to go shopping on their behalf. 

The card is associated with the customer’s bank account but does not share the PIN or 
card number of their existing debit card, ATM withdrawals are limited to £50 and subject to 
fraud monitoring systems in order to protect their security. 

Cash 

RBS was also the first bank to offer vulnerable customers a cash delivery service, with no 
delivery fee. Since 25 March, almost £250,000 has been delivered to the doors of 750 
vulnerable customers.  

Customers are also able to request a ‘Get Cash’ code that allows trusted third parties to 
withdraw cash on their behalf, with a limit set to £100. 
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Premises 

In branches, RBS has introduced significant measures to keep customers safe. Only two 
customers are allowed in the banking hall at any time, with a 2-metre apart rule. Elderly 
and vulnerable customers are given priority. 

Staff 

Wellbeing hub 

RBS has launched a wellbeing hub that provides support to staff and their families during 
the crisis. The hub, includes a range of support services, including a virtual GP service and 
an Employee Assistance Programme. With more than 47,000 staff now working from 
home, the hub also includes useful resources for home working, such as storytelling for 
children via Zoom and wellbeing sessions on sleep, managing stress and setting goals. 

Pay and costs 

Where hours in branches have been reduced, staff have not seen a reduction in pay.  To 
help their staff through these uncertain times, the bank will continue to pay staff in full if 
they need to take time off to look after their families. The bank is also funding reasonable 
costs for car parking and taxis where public transport is unavailable or best avoided, for 
the key workers who continue to work across branches, call centres and in critical systems 
and services.  

These initiatives have come along at the same time CEO Alison Rose has agreed to 
donate 25% of her fixed pay for the rest of the year to the National Emergencies Trust. 
She has also asked not to be considered for any variable pay this year. 

 



 

 

Business Disability Forum is committed to ensuring that all its products and services are 
as accessible as possible to everyone. If you wish to discuss anything with regard to the 
accessibility of this document please contact us. 

Business Disability Forum 
Nutmeg House 
60 Gainsford Street 
London SE1 2NY 

Tel: +44-(0)20-7403-3020 
Fax: +44-(0)20-7403-0404 
Email: enquiries@businessdisabilityforum.org.uk 
Web: www.businessdisabilityforum.org.uk 

Business Disability Forum is a company limited by guarantee with charitable 
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