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Our customer-focused strategy continues to provide 

positive momentum

Information classification: Internal

We have delivered strong results in 2016/17

#1 mobile app in the UK 

market

Engagement index: 

84 (+3 YoY4)

Leadership index: 

76 (+1 YoY4)

Improving NPS: 131 £30bn in gross new 

mortgage lending2 to help 

more customers own their 

own home

On track to deliver CEC 2 

rating in H2 2017

+18% operating profit3

+11.5% loans & advances3

-£12m direct costs3

Note: 1. Source: GfK FRS, April 2017 – NatWest. Base 6mth: NatWest (3371) Lloyds Bank (3739) HSBC (2233) Halifax (2873) Barclays 

(4231) Santander (2655). Based on the question “How likely is it that you would recommend (brand) to a relative, friend or colleague in the 

next 12 months for current account banking?”. Base: Claimed main banked current account customers; 2. Full year 2016; 

3. Q1 2017 4. April 2017 vs. April 2016.


