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Mobile Branch Review (Part 1) –
Kelso route
Our Mobile Branch will continue to be in your community every fortnight

Why we're continuing with a
fortnightly service
After pausing our weekly service in March 2020 due to Covid,
we restarted again in late 2020 with a fortnightly service on a
temporary basis. Since being back on the road we’ve noticed
this service is not being used as much, even on a reduced
schedule. After a careful review, although this service is being
used less we’ll continue to be in your community every fortnight
on an on-going basis.

What you'll find in this Review
The way people choose to bank with us has been changing for
some time and we’ve looked at how often and why our
customers use our Mobile Branches - and how they’re
choosing alternative ways to bank. Following engagement
with the local community, an overview of the feedback we
receive will be given in our Mobile Branch Review Part 2.

Mobile Branch route stops

The Mobile Branch will continue to visit the following stops fortnightly. The next service will be running from week

commencing 29 November. For a full timetable, please ask a Mobile Branch member of staff or visit

bankofscotland.co.uk/contactus/mobile-branch.

Route stop Name of stop Location Post code

Monday No service

Tuesday 10:00 - 12:00 Lauder The Lauderdale Hotel, Edinburgh Road TD2 6TW

13:15 - 13:45 Newtown St Boswells Council Headquarters, Bowden Road TD6 0SA

Wednesday 10:00 - 11:30 Coldstream Court House Place car park TD12 4AS

13:00 - 15:00 Wooler Bus Station car park, High Street NE71 6BY

Thursday No service

Friday No service

How we made our decision
When we looked at the timetables and whether to remain on a fortnightly schedule, we completed a detailed impact analysis
which included:

How customers are choosing to bank with us post pandemic.

How often customers were using the Mobile Branch and how
that usage is changing. This included looking at trends prior
to Covid-19 as well as when we restarted the service in
late 2020.

A check of alternative ways to bank including their proximity.

Impact on our customers including those who are vulnerable
or may need additional support.

Customers using this route
Age of personal
customers using this route

Type of customer
using this route

Personal customers
Business customers

Figures have been rounded up or down to show as whole numbers
and show usage in the 12 months to August 2021.

Customers using this route are also
banking in other ways

  67% of customers using this route have also used a
Bank of Scotland branch, Internet Banking or
Telephone Banking

  51% of customers using this route have also used the
Post Office

Figures have been rounded up or down to show as whole
numbers and show usage in a 12 month period ending
August 2021.

https://www.bankofscotland.co.uk/contactus/mobile-branch.html


Average route usage
Average number of customers using this route each month

How our customers are using
this route

Total number of transactions

  566 October 2019 - March 2020  
16,233 April 2019 - March 2020

  102 March 2021 - August 2021   1,931 September 2020 - August 2021

Your nearest Post Office, ATM and branch
Based on this route, we've looked at the nearest Post Office, ATM and branch for each stop location.  For opening

hours please visit the websites below or ask a Mobile Branch member of staff.

Route stop Post Office
postoffice.co.uk/branchfinder

ATM
link.co.uk/atm-locator

Branch
bankofscotland.co.uk/branchfinder

Lauder Lauder
18 Market Place
Lauder
TD2 6SR
0.32 miles

The Co-operative Food &
Petrol, Lauder
1 Edinburgh Road
Lauder
TD2 6TW
0.03 miles

Galashiels
3 Channel Street
Galashiels
Selkirkshire
TD1 1BE
13 miles

Newtown St Boswells Newtown St Boswells mobile
service
Near Scottish Borders Council
Newtown St Boswells
TD6 0SA
0 miles

The Co-operative Food,
Newtown St Boswells
Station Yard
Newtown St Boswells
TD6 0PP
0.1 miles

Galashiels
3 Channel Street
Galashiels
Selkirkshire
TD1 1BE
7.22 miles

Coldstream Coldstream
64 High Street
Coldstream
TD12 4DH
0.14 miles

The Co-operative Food,
Coldstream
34 High Street
Coldstream
TD12 4AS
0.01 miles

Kelso
8-9 The Square
Kelso
Roxburghshire
TD5 7HQ
8.54 miles

Wooler Wooler
44 High Street
Wooler
NE71 6BG
0.07 miles

Post Office
44 High Street
Wooler
NE71 6BG
0.07 miles

Berwick-upon-Tweed
61 Hide Hill
Berwick-upon-Tweed
TD15 1EN
17.2 miles

https://www.postoffice.co.uk/branch-finder
https://www.link.co.uk/consumers/locator/
https://branches.bankofscotland.co.uk/search


Some of the different ways you can bank with us
If you want to know more about any of these services – or if you need any extra help to do your banking, just let

us know. Some of these services may be different if you’re a commercial customer so please speak to your

Relationship Manager to talk things over.

  Can I do my banking in person?

You can do your everyday banking at a Post Office – as well
as at a Mobile Branch or branch. At a Post Office you can:

■ Pay cheques into your accounts. You’ll need a cheque
envelope which you can get from us, or at a Post Office –
and a personalised pre-printed paying-in slip, which you
order from us

■ Pay in cash using your debit card and PIN or a personalised
pre-printed paying-in slip

■ Deposits you make at the Post Office using a personalised
pre-printed paying-in slip (limits may apply) will take at
least one extra day to get to your account

■ Make free cash withdrawals using your debit card and PIN,
limits may vary - and check balances.

Services are not available at a Post Office for commercial
customers. Please speak to your Relationship Manager if you
need any support.

To know more go to
bankofscotland.co.uk/postoffice or
business.bankofscotland.co.uk/postoffice

  Can I speak to someone to do my banking?

If banking online isn’t for you, you can contact us safely using
Telephone Banking and do things like:

■ Transfer money and pay bills

■ Open new accounts.

To register, call:
Personal customers: 0345 721 3141 (7am to 11pm

seven days a week).

Business customers: 0345 300 0268 (Monday to Friday

7am-8pm, Saturday 9am-2pm - except public holidays)

  Is it possible to bank on my phone or tablet?

Once you’re registered to bank online you can download our
Mobile Banking or Business Mobile Banking app. The apps
are a secure way to manage your accounts, you can also:

■ Pay in cheques up to £1,000 using your device’s camera.
There is a daily limit of £2,000.

Find out more at bankofscotland.co.uk/mobileapp or
business.bankofscotland.co.uk/businessmobilebanking

  Can I manage my money online?

Internet Banking and Business Internet Banking are secure to
use and you can do things like:

■ Transfer money, pay bills, manage standing orders or
direct debits

■ Check balances and statements.

To register, go to bankofscotland.co.uk/aboutonline
or bankofscotland.co.uk/register

  At a cash machine

You can make free cash withdrawals with your debit card,
check your balance and print mini statements.

Find your nearest free cash machine at
link.co.uk/atm-locator

We’re here to help and support you

Speak to a member of staff either on
the Mobile Branch or at a branch.

If you’re a personal customer call us
on 0345 721 3141. If you’re a
business customer call us on

0345 300 0268.

If you’re a Commercial Banking
customer, you can talk to your

Relationship Manager.

https://www.bankofscotland.co.uk/banking-with-us/post-office.html
https://business.bankofscotland.co.uk/help/post-office.html
https://www.bankofscotland.co.uk/aboutonline/mobile-banking.html?WT.mc_id=REDIR_mobileapp
https://business.bankofscotland.co.uk/0-3m-turnover/online-banking/business-mobile-banking.html
https://www.bankofscotland.co.uk/aboutonline.html
https://business.bankofscotland.co.uk/0-3m-turnover/online-banking/business-internet-banking/register-for-internet-banking.html
https://www.link.co.uk/consumers/locator/


   Details on the statistics in this document

The statistic How we measured this

Age of personal customers using the route The age of the customers using the route in the 12 months to August 2021.

Type of customer using the route The proportion of personal or business customers using the route in the 12 months to August
2021.

Percentage of personal customers who have
used the route and also used a Bank of Scotland
branch, Internet Banking or Telephone Banking

The percentage of personal customers who have used this route, a Bank of Scotland branch,
Internet Banking or Telephone Banking in a 12 month period ending August 2021.

Percentage of personal customers who have
used the route and have also used the Post
Office

The percentage of personal customers who have used the route and have also used the Post
Office in a 12 month period ending August 2021.

Average number of customers using this route The average number of different customers using the route each month. Average usage
numbers may be affected by the date that each Mobile Branch restarted following being
paused due to Covid-19.

Number of transactions The total number of transactions completed on the Mobile Branch route in the 12 months to
August 2021.

Nearest branch Distance from the Mobile Branch stop to the closest branch.

Nearest Post Office Distance from the Mobile Branch stop to the closest Post Office.

Nearest ATM Distance from the Mobile Branch stop to the closest ATM.

Don’t get scammed – Fraudsters can call and pretend to be your bank, the police or other well-known
companies and organisations. If you get a call that tells you to move money to another account, or asks
for your banking details – HANG UP. This is a scam. You could lose your money. If you need to call us, use
the number on the back of your bank card. To call a company, use a number you trust, not one a caller has
used or may give you. Fraudsters can copy genuine telephone numbers, so don’t trust your caller ID. Find
out how to stay safe from scams: bankofscotland.co.uk/security

If you need
extra help

If you need this communication in another format, such as
large print, Braille or audio CD, please contact us.
If you have a hearing or speech impairment – you can call us using Relay UK. There's more information on the
Relay UK help pages www.relayuk.bt.com/ Sign Video services are also available if you’re Deaf and use British
Sign Language: bankofscotland.co.uk/contactus/signvideo

If you need support due to a disability please get in touch.

If you need
to tell us
something

If you want to make a complaint – you’ll find helpful information at: bankofscotland.co.uk/contactus/complain

To speak to us, call: 0800 072 8668 (+44 131 278 3729 outside the UK). Lines are open all day, every day. You can
call us using Relay UK if you have a speech impairment. There's more information on the Relay UK help pages
www.relayuk.bt.com/ You can also visit us in branch.

When you call us – calls and online sessions may be monitored and recorded. Not all Telephone Banking services
are available 24 hours a day, 7 days a week.

Things
you need
to know

Access to Banking Standard – Lloyds Banking Group is a signatory to the Access to Banking Standard which is
overseen by the Lending Standards Board
www.lendingstandardsboard.org.uk/resources/access-to-banking-standard/

The Standard aims to minimise the impact of branch closures on customers and local communities. We observe
the requirements of the Financial Conduct Authority Final Guidance 20/3 ‘FG20/3: Branch and ATM closures or
conversions’ www.fca.org.uk/publication/finalised-guidance/fg20-03.pdf

Keeping your money protected – eligible deposits with us are protected by the Financial Services Compensation
Scheme. We are also covered by the Financial Ombudsman Service.

The Post Office and Post Office logo are registered trademarks of the Post Office Ltd.

Fair lending – we adhere to The Standards of Lending Practice which are monitored and enforced by the LSB:
www.lendingstandardsboard.org.uk

Mobile Banking App – to use our Mobile Banking app you need to have a valid phone number
registered to your account. You can either use your Internet Banking details to log in or you can
register for the first time in the app. Our app is available to iOS and Android users only and
minimum operating systems apply, so check the App Store or Google Play for details. Device
registration required. The app doesn't work on jailbroken or rooted devices. Terms and
conditions apply.

We send communications like this for legal reasons, to help you make the most of your
accounts, or to let you know about changes to your accounts or services.

Bank of Scotland plc. Registered in Scotland No. SC327000. Registered Office: The Mound, Edinburgh EH1 1YZ. Bank of Scotland plc is authorised
by the Prudential Regulation Authority and regulated by the Financial Conduct Authority and the Prudential Regulation Authority under registration
number 169628.

This information is correct as of November 2021 and is relevant to Bank of Scotland plc products and services only.

https://www.bankofscotland.co.uk/securityandprivacy/protecting-yourself-from-fraud.html
https://www.relayuk.bt.com/
https://www.bankofscotland.co.uk/contactus/signvideo.html
https://www.bankofscotland.co.uk/contactus/complain.html
https://www.relayuk.bt.com/
https://www.lendingstandardsboard.org.uk/resources/access-to-banking-standard/
https://www.fca.org.uk/publication/finalised-guidance/fg20-03.pdf
https://www.lendingstandardsboard.org.uk/

