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Dear Mr Simmonds,

Thank you for your letter regarding the planned closure of the NatWest Eastcote branch and for taking the
time to outline the concerns raised by residents, particularly older and vulnerable customers and small
businesses who rely on accessible in person banking services. I appreciate the importance of the branch to
the community and understand why this decision has caused worry to some of your constituents.

I would like to address each of the points you raised, as well as explain the support available to customers
following the closure.

Branch Closure Decision

The NatWest Eastcote branch will close on 11 May 2026. This decision followed a detailed review of how

the branch is being used, local customer needs, and the availability of alternative banking options. Key
factors considered included:

. Overall customer impact

. Demographics and financial vulnerability in the area
. Proximity to other branches

. Availability of Post Offices and free to use ATMs

. Local transport links

Between October 2019 and October 2025, counter transactions at Eastcote reduced by 40%, and 80% of
personal customers also used Online Banking or our mobile app between November 2024 and October 2025.
These trends reflect broader changes in customer behaviour, with many choosing to bank digitally.

We recognise that not everyone can or wishes to use online or telephone banking, and we remain committed
to supporting these customers.
Capacity and limitations of Eastcote Post Office
The Post Office in Eastcote will continue to offer key face to face services for customers who cannot bank
online. This includes cash withdrawals, cash deposits, and balance checks.
Nearby Post Offices include:

. Eastcote — 0.13 miles

. Ruislip Manor — 1.10 miles

. Whitby Road — 1.24 miles
We will continue to work closely with all three Post Offices in the area to ensure they are supported in
managing any increase in customer usage.

Accessibility of alternative NatWest branches

We acknowledge that branches in Harrow, Uxbridge and Wembley may not be easily accessible for every
customer. While all three branches have wheelchair access, induction loop and internal ATMs, some



customers may find getting to them a challenge. For those unable to travel, we can provide tailored support
through our dedicated helpline and specialist teams - details of which I’ve included below.
Challenges with telephone or internet banking

We understand that telephone and digital banking can be difficult or stressful for some customers. To support
this:

. Customers over 60 or anyone needing additional help can call our dedicated support line on 0800
051 4176, available 8am—8pm daily.

. Our Customer Care Team and Support Specialists provide personalised assistance, tailored to a
customer’s specific needs.

. Our Banking My Way service allows customers to record specific needs so we can offer tailored

support. More details: https://www.natwest.com/accessibility/banking-my-way.html

Transport links to the nearest banking hub

While LINK did not recommend a hub in Eastcote, as suitable Post Offices and free to use ATMs are
available, communities can request a review at any time via: https://www.link.co.uk/our-assessments

I understand your concerns about the transport links to the nearest banking hub is in West Drayton.
However, given the availability of nearby Post Offices and other branches, we would encourage customers
to use these services as they are likely to be more accessible.

Access to Cash

We remain committed to ensuring customers continue to have easy access to their money in branch, at the
Post Office or at an ATM. Nearby free to use ATMs are located at:

. Tesco Express, 149 Field End Road
. Sainsbury’s, Eastcote Tube Station
. Esso, High Road

If Your Constituents Need Further Support

If you know any NatWest customers who may need help accessing alternative services, please do encourage
them to contact the branch directly. Our staff will ensure that anyone with concerns — or who may need
additional assistance once the branch closes — receives the help they need.

Thank you again for raising these important concerns on behalf of your constituents. I hope this response
provides clarity on how the decision was reached and reassurance about the support available to all affected
customers.

Yours sincerely,

NatWest Group Executive Response Team
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