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Agenda
Welcome and Introduction - Peter Hargreaves, CEO 10.15am

Tour of the office - Ian Gorham, COO and deputy CEO 10.30am

Strategy - Peter Hargreaves  11.15am

Operations Nick Marson 11 30amOperations - Nick Marson 11.30am
Vantage and Broking Operations director

Marketing - Ian Hunter 11.45pm
Investment Marketing director

IT & Systems - Ian Gorham 12.00pm

Compliance - Nigel Bence 12.15pm
Group Compliance director

Q & A - 12.30pm

Lunch - 12.45pm – 2pm

Slide 2



Welcome & Introduction (Peter Hargreaves)

Introduction to the management team
Welcome to the new officeWelcome to the new office
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Management Structure

Peter Hargreaves
Chief Executive

Aged 63
28 years at HL

Stephen Lansdown
Executive Director

Aged 57
28 years at HL

Tracey Taylor
Group Finance Director

Aged 38
10 years at HL

Jonathon Bloomer
Senior Non executive

Director
Aged 56

Michael Evans
Non executive

Chairman
Aged 48

Jonathon Davis
Non executive

Director
Aged 56

Andrew Christian
Managing Director

(Vantage & Broking)
Aged 42

18 HL

Mary Theresa Barry
Group Marketing

Director
Aged 51

27 HL

Nigel Bence
Group Compliance

Director
Aged 38

17 HL

Alex Davies
Director HL

Pensions Direct
Aged 34

10 HL

Ian Gorham
COO & Deputy CEO

Aged 38

18 years at HL 27 years at HL 17 years at HL 10 years at HL

Mark Dampier
Head of Research

A d 53

Stuart Louden
Director Library

Information Services

Lee Gardhouse
Investment Director

of HL Fund Managers

Ian Hunter
Investment

Marketing Director

Nick Marson
Vantage & Broking
Operations Director

Aged 53
10 years at HL

f
Aged 38

14 years at HL

f g
Aged 36

13 years at HL

HL PLC Directors Non HL PLC
Directors

g
Aged 38

13 years at HL

p
Aged 31

13 years at HL

Directors
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Office Tour (Ian Gorham)
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Group Strategy (Peter Hargreaves)

£15 6bn
£17.6bn

Significant growth in AUA,
profits & dividends in the

£10.2bn
£11.1bn £11.9bn

£15.6bnprofits & dividends in the
past 5 years ...

£4.1bn
£6.1bn

+ 67%

+ 31%

+ 7%+ 9%

+ 49%+ 41%

2005 2006 2007 2008 2009 H1 2010 Q3 2010
Total AUA FY 2007 to 2010 (£ billion)

O i h ( i fl ) ( )Organic growth (net inflows) +23% +33% +38% +26% +18% +12% (6m)

... and the focus is on more
of the same for the future
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Group Strategy

At the heart of our strategy is putting the client first
ensuring we provide them with:

the best information, best service & the best discounts
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Group Strategy
The 4 key components to our
strategy are:

Asset gathering
Excellent serviceExcellent service
Efficiency improvements
Quality staff
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Asset Gathering ASSET
GATHERING

EXCELLENT
SERVICE

EFFICIENCY
IMPROVEMENTS QUALITY STAFF

“We will generate profitable growth primarily by increasing AUA”

SIPP we are well placed to capture significant new business volumes as a result of structural

changes in the pensions market

Business development Corporate Vantage to be launched in June 2010 this hasBusiness development – Corporate Vantage to be launched in June 2010; this has

significant potential to grow pension AUA and also provide good cross selling opportunities for
ISA’s and Fund & Share AUA growth too.

ISA’s – increased allowances from April 2010 increase the scope to gather assets

Recurring Revenue – Asset gathering helps drive recurring revenue. Sticky assets in SIPP

or ISA tax wrappers. Regular savings and corporate pension schemes are building an increasing
flow of recurring monthly investment

Marketing PR coverage, direct mail, referrals and websiteg

RDR – this may create opportunities for direct to private client platforms
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Excellent Service ASSET
GATHERING

EXCELLENT
SERVICE

EFFICIENCY
IMPROVEMENTS QUALITY STAFF

“Through continued excellent service we will retain clients and
attract new clients”

Information l b l f b f l h d l blInformation availability of best information, quality research and tools to enable investors

to make informed decisions

Website provision of a fast, informative, reliable and easy to use internet platformp , , y p

Service customer service provided wholly from Bristol head office by trained staff across all
investment areas

Price continued price competitiveness across all services

Opportunistic the business remains flexible and nimble enough to react to market
h t h d titchanges, tax changes and competitor moves
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Efficiency ASSET
GATHERING

EXCELLENT
SERVICE

EFFICIENCY
IMPROVEMENTS

QUALITY STAFF

Improvements

“Through efficiency improvements and control of risk we will
increase shareholder value”

Scalable model increase the proportion of clients using the internet (currently circa 70%)

Efficiencies automate internal processes further and push for industry wide processEfficiencies automate internal processes further, and push for industry wide process

improvements

Capacity focus is maintained on ensuring investment in IT, systems and business infrastructure

is planned and in place to support the growth of client numbers, AUA and transactions

Culture great emphasis is placed on risk control and compliance across the business to ensure
quality of service to treat clients fairly and to maintain HL’s reputationquality of service, to treat clients fairly and to maintain HLs reputation
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Quality Staff ASSET
GATHERING

EXCELLENT
SERVICE

EFFICIENCY
IMPROVEMENTS

QUALITY
STAFF

“We aim to attract, retain and develop quality staff, providinge a to att act, eta a d de e op qua ty sta , p o d g
satisfying careers”

SuccessionSuccession planning in place for all key areas of the business

Flexible well trained helpdesk staff focused on customer service, with the ability and
flexibility to work in various business arease b ty to o a ous bus ess a eas

Rewards highly motivated staff with share ownership plans widely available to align their
objectives with those of shareholders

Development objective performance assessments in order to develop and motivate staff

Talent management – development and reward schemes for key staff
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Our Business
Other/Third

party
16%

Vantage ISA

3rd party investments,
pensions, annuities,
CFD’s FX spreadbetting

Discretionary
15%

16%

1H 2010
Revenue

Vantage SIPP
Vantage Fund and Share

CFD s, FX, spreadbetting,
certificated share dealing

Vantage
69%

15% Revenue
PMS
Multi manager funds

1H 2010 1H 2009 FY 2009
Revenue by division
Vantage +22% £51.3m £42.0m £87.5m
Discretionary +16% £11.5m £9.9m £19.3m

h / h d 14%Other/third party 14% £11.8m £13.7m £26.0m

+14% £74.6m £65.6m £132.8m
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Evolution of Vantage

ISAs
2001

Transfers
2001

Stockbroking
2001 Multi-Manager

20022001
Corporate
Vantage 
2010

Fund Account
2002

2002

VANTAGE

2010
PMS
2003SIPP 

Protected
Rights

2001
Regular
Savings
2003

Rights
2008

PEP/ISA
Merger

G SIPP D d SIPP T f

SIPP
2004Cash ISA

2007

Merger
2008

Group SIPP
2006

Drawdown
2006

SIPP Transfer
2004
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New Corporate Vantage Service

Survey 1:

• 2/3rds of employees don’t have enough investment choice

• 1/2 of employees think that the online facilities of their
pension scheme is poor or very poor

• More than 1/2 said investment information currently provided
by their company pension was poor or very poorby their company pension was poor or very poor

• 1/3 of employees do not take up the employer pension
scheme even though employer contributes

1
HL survey, 750 respondents
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Corporate Vantage service

Benefits to the Employee:Benefits to the Employer:

Flexibility – employer contributions,
employee contributions. ISA, SIPP, and

Greater employee engagement
p y , ,

investment accounts

Branded employer branded website

Financial education clear and

A more flexible benefits package

Solutions to help attract and retain
Financial education – clear and
jargon free information, workplace seminars
and one to ones

Ch i

Simple administration

Cost greater choice to employee at no extra Choice – employee can choose from
thousands of investments. Model portfolios
and tools to help them choose

Cost – greater choice to employee at no extra
cost to employer

Convenience – online 24/7, postal
options available



Operations Introduction (Nick Marson)

Scope and size of operations:

Over 320,000 Vantage clients with over 500,000 accounts
Approximately 250 000 fund and 90 000 equity deals processed per monthApproximately 250,000 fund and 90,000 equity deals processed per month
ISA and SIPP transfers, income drawdown, deceased estates, corporate actions,
equity IPOs and fund launches

Effi iEfficiency and accuracy of processing are key

The internet has a big part to play in scalability and driving efficiencies

The website offers the client the quickest and easiest way to trade, utilise research data,
make payments, and have visibility of the value and performance of their investments

Lower transaction costs
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Operations Online v Offline

Online application and dealing process– all stages are fully automated:

Equifax check Debit card payment
into account

Online
application

Dealing
Instruction

Deal
confirmation/
contract note

Statements,
valuations,

adhoc queries

The whole process of opening an account, depositing money, buying and
selling investments, receiving contract notes, statements and valuations can

contract note adhoc queries

be carried out online with no manual intervention by HL staff.

Greater convenience for client, lower cost for HL.
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Operations Opportunities for efficiency

“Efficiencies can and will be further improved, but not at the
expense of customer service”

Internet – online business handled with minimal additional operating cost. c.76% of Vantage
clients are registered to manage their account online and c.70% of equity deals are online. Scope to
further improve More services can be made available online e g corporate actionsfurther improve. More services can be made available online e.g. corporate actions

Utilisation internal processes can still be improved. Staff utilisation can be improved through
multi skilling and better scheduling

A t tiAutomation where possible processes are automated. An example: Bulk Fund Trading, we
now handle 250,000 fund trades per month with a team of just 10 staff

Areas for efficiency improvement – corporate actions, SIPP and ISA transfer
processing

Industry Initiatives HL is active in pushing for industry changes to improve efficiency

Automated matching settlement and reconciliation of fundsAutomated matching, settlement and reconciliation of funds
Platform Group – re registration, service standards, RDR
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Marketing (Ian Hunter)

Reach: HL list of more than 1.4 million mailable names

M k ti h l l d h b bl (Marketing channels include: the internet, HL website, publications (Investment
Times, SIPP Times etc) and ad hoc mailings as opportunities arise

f lReferrals: a key driver of client growth has and will remain “word of mouth”

In house marketing expertise including design website and contentIn house marketing expertise – including design, website and content

External marketing and distribution costs are primarily print and postage costs, and
internet marketing campaigns

Led by Mark Dampier, the PR reach of HL has grown significantly and many HL senior
staff regularly give their expert opinions via various media channels (449 media quotes in
March 2010)
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Marketing
Website:
Over 250k visitors each week
Over 500k visits each week

Guides and publications:
Investment Times distributed to more
than 550k households
O 15k id d d bOver 15k guides requested and sent by
post each month
Over 10k guides downloaded online
each month

Slide 21



Technology and Infrastructure (Ian Gorham)

Continuous enhancement in order
to increase capacity, provide
scalability, maximise performance and
further improve resilience and security

Infrastructure improvement
was the key IT strategy focus in FY10

Continued investment in
infrastructure FY10 to FY12

Internal capabilities:
application and web development
teams
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Technology and Infrastructure
Preference to maintain internal capabilities and in house development as it provides
the ability to react quickly to changing market and customer requirements

The in house development team reflects the ever increasing use of IT
for providing new and improved services. FY2010 projects include:

– Secure messaging service

– Online payments

Corporate Vantage– Corporate Vantage

63 IT staff, representing 10% of the workforce and indicating the significance the
Company places upon its IT capabilities

Of which 42 are development staff who develop enhance and supportOf which 42 are development staff who develop, enhance and support
the core business applications



Compliance and Risk Control (Nigel Bence)

“Compliance is embedded in HL and is a key focus in all that we do”

HL’s business has been built on treating our clients fairly

HL compliance culture examples

Financial crime controls

Ombudsman success rate one of the bestOmbudsman success rate – one of the best

in the industry

FSA: HL has maintained a good relationship

with the FSA
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Compliance and Risk Control (Nigel Bence)

“Compliance is embedded in HL and is a key focus in all that we do”

HL has a low risk appetite

and actively monitors risk through the use of risk mapping software and stress

testing the business

RDR Industry initiatives – Platform Groupy p
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