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Strategic Report
Performance review

The Strategic Report was approved by the Board of Directors on 12 February 2025 and signed on their behalf by the Chair.
Overview

Barclays Bank UK PLC (the Company) is a wholly-owned subsidiary of Barclays PLC. The consolidation of Barclays Bank UK PLC and its
subsidiaries is referred to as the Barclays Bank UK Group. The term Barclays refers to Barclays PLC, or depending on context the Barclays
Croup, and the term Barclays Group refers to Barclays PLC, together with its subsidiaries.

Barclays Bank UK PLC is the ring-fenced bank within the Barclays Group. The Barclays Bank UK Group contains the majority of the Barclays
Croup’s Barclays UK division, including the Personal Banking, Business Banking and Barclaycard Consumer UK businesses, other than the
Barclays Partner Finance business.

Our structure

Barclays Bank UK PLC

Personal Banking Business Banking Barclaycard Consumer UK

Barclays is one of the most recognisable brands in the UK. We serve customers across a wide range of retail banking needs, from credit
card users, to start-up businesses, to homebuyers getting on the property ladder for the first time.

Personal Banking

Offers retail solutions to help customers with their day-to-day banking needs. From 1 November 2024, Personal Banking includes the retail
banking business (‘Tesco Bank’) acquired from Tesco Personal Finance plc — which includes credit cards, unsecured personal loans, savings
and operating infrastructure.

Business Banking
Serves business clients, from high growth start-ups to SMEs, with specialist advice.

Barclaycard Consumer UK
A leading credit card provider, offering flexible borrowing and payment solutions.

Barclays Bank UK PLC is supported by the Barclays Group service company, Barclays Execution Services Limited (BX), which provides
technology, operations and functional services to businesses across the Barclays Group.

The world in which we operate

As part of the Barclays Group, Barclays Bank UK PLC is driven by a common Purpose: working together for a better financial future. To do
so we must be strong as an institution, prepared for the future, and able to navigate different market conditions and evolving trends.

We regularly review our operating environment for emerging trends and adapt to address them. We are cognisant of those relevant to our
industry and have identified three areas we need to be aware of in the execution of our strategy. We continue to make good progress in
addressing them:

*  The impact of technology on banking products and services
* The role of capital markets as the principal driver of global growth

*  The transition towards a low-carbon economy

We reflect the environment in which we operate in the development of our strategy and evolution of our operating model. Barclays’ three-
year plan is designed to withstand volatility and uncertainty, and help us to continue to meet the needs of our wider stakeholders -
including customers, clients, regulators and shareholders.

In 2024, we saw an increase in the external pressures placed upon us, including protest activity from activists. The scale of our business
means we have a broad array of stakeholder groups to whom we respond. This can come with complex perceptions on varying topics and
voices of opposition on actions we take. Our priority has been to support our colleagues and continue to deliver for our customers and
clients.

We actively navigate risk and uncertainty, and are vigilant to deliver for our stakeholders as the environment evolves.
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Focus areas
+ Delivering operational efficiencies to facilitate investment in growth.

* Improving customer experience and product offering, and creating opportunities to deepen relationships with our customers and
clients.

+  Growing lending market share.

Year in review

Barclays Bank UK is one of the UK’s leading financial brands, trusted by over 20 million customers. In 2024 we focused on improving our
customer and client propositions and the precision in our execution. The strength of our business is reflected in our financial performance.

Our customers are at the heart of everything we do and in 2024 we have endeavoured to uplift the customer experience. While we have
more to do, we have seen meaningful improvements. Our targeted actions have led to a 36% reduction in customer complaints, an
improvement in customer satisfaction during phone call interactions, as well as increases in digital and Premier Net Promoter Scores
(NPS)'.

Optimising our footprint is important in delivering for our customers and clients. We have over 200 traditional, full-service branches across
the UK which we are investing in, for example, a complete refresh of our self-service devices is underway. We are also working closely with
our peers to deliver more shared banking hubs, enabling us to provide banking and cash services in areas not covered by our branch
network. We have opened 103 hubs in communities across the UK, as part of a joint commitment to open at least 350 within the next five
years.

Our customers and clients expect us to provide seamless, fast and reliable banking 24/7. The Barclays app has nearly five billion logins a
year, and in 2024 we've made progress in service and technology improvements. We've improved the app's features - including an
enhanced search function, the ability to increase daily payment limits, the ability to access cash from ATMs without a card, and
enhancements to our automated digital assistant.

Our customers want a broader proposition and we’ve improved our products and offerings. For example, we’ve added Apple TV+ to the
benefits included in Blue Rewards and given Premier customers access to all Barclays Blue Rewards features.

We've supported over 100,000 homebuyers and owners with their mortgage applications in 2024. A new Mortgage Charter journey has
enabled customers experiencing short-term payment difficulties to temporarily reduce their payments via the Barclays app, simplifying the
experience and helping them to make informed decisions. Our subsidiary, Kensington Mortgages, launched a new Step Down mortgage
where payments reduce after two years, helping customers facing financial changes. Kensington is currently the only mortgage provider in
the UK to offer this.

Through our Business Banking business, in 2024 we lent £2.17bn to SMEs to help them grow. We have also migrated 650,000 business
clients from legacy infrastructure and pricing onto a new standard current account tariff that provides streamlined, competitive pricing for
all.

In November 2024, we completed the acquisition of Tesco Bank, which includes credit cards, unsecured personal loans, savings and
operating infrastructure. Barclays Bank UK Group has also entered a long-term, exclusive partnership with Tesco Stores Limited for an
initial period of 10 years to market and distribute credit cards, unsecured personal loans and deposits using the Tesco brand, as well as to
explore other opportunities to offer financial services to Tesco customers. This builds on Barclays Bank UK Group’s existing strategic
partnerships with other leading brands.

Amazon co-branded credit card

Barclays has launched a co-branded credit card with Amazon that lets customers earn rewards on everyday spending both with Amazon
and with other retailers. The card has no annual fee and customers receive a £20 Amazon gift card upon approval.

The Amazon Barclaycard will help the bank further achieve its lending ambitions. It is the only co-branded consumer credit card that
Amazon offers in the UK and is the latest in a series of successful collaborations between Amazon and Barclays — including Instalments by
Barclays, a reusable credit line that lets Amazon customers in the UK spread the cost of purchases over time.

Business Banking lending

Research from Barclays® revealed that business owners value convenience, speed and digital access to lending decisions, with the majority
stating they prefer to use online banking to apply. In response, our Business Banking team is making funding more accessible. For example,
previously, only clients with pre-assessed limits who were applying for less than £100,000 could apply online; everyone else had to contact
Barclays by phone or in person. In October 2024, we redesigned our digital journey to enable existing clients to complete a product
suitability assessment online before applying for lending, providing greater convenience.

Notes
1 Premier NPS from © Ipsos 2024, Financial Research Survey (FRS), comparing Premier current accounts.
2 Internal research based on a survey taken in November 2023 with 100 client responses.
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Looking ahead

Over the next two years, we will remain focused on improving our products and services, as we deliver for customers and strive to provide
a world-class experience. Our customers expect more from us, and we will continue to enhance and evolve our product offerings and how
they experience them.

Technology and innovation bring advancements. We will focus on delivering improved capability through functional and scalable
technology - simplifying by investing in digitisation, automation and data. Our digital channels — including our onboarding and application
processes, and our virtual customer care support — are being regularly upgraded. We are leveraging the use of Al to simplify and improve
operations; increasing efficiencies, and enhancing productivity, enabling colleagues to be there for customers and clients when they need
us the most.

We have the opportunity to meet our ambitions with a stronger market position in key product lines — becoming more balanced by
growing market share, particularly in unsecured and secured lending and business banking. We will leverage the Tesco Bank acquisition
and partnership to maximise the opportunity.
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Financial performance measures
The performance of Barclays Bank UK PLC contributes to the Barclays Group, against which the delivery of strategy is measured.

Income statement

Barclays Bank UK Group results for the year ended 31 December 2024 2023
fm fm
Total income 8,423 7,670
Operating costs (4,412) (4,546)
UK regulatory levies' (78) (30)
Litigation and conduct (21) 9
Total operating expenses (4,511) (4,567)
Loss on disposal of subsidiaries, associates and joint ventures — (124)
Profit before impairment 3,912 2,979
Credit impairment charges (352) (308)
Profit before tax 3,560 2,671
Taxation (940) (749)
Profit after tax 2,620 1,922
Attributable to:
Equity holders of the parent 2,422 1,745
Other equity instrument holders 198 177
Profit after tax 2,620 1,922

Income statement commentary

Profit before tax increased to £3,560m (2023: £2,671m) and includes continued investment in delivering a simpler, better and more
balanced retail bank.

Total income increased 10% to £8,423m, primarily driven by the £558m day 1 gain from the acquisition of Tesco Bank. Excluding the
impact of the day 1 gain, income increased 3% to £7,865m:

*  Personal Banking income increased 13% to £5,452m, driven primarily by the day 1 gain from the acquisition of Tesco Bank. Excluding
the impact of the day 1 gain, income increased to £4,895m as continued structural hedge momentum and the Q4 2024 Tesco Bank NII
benefit was partially offset by adverse deposit dynamics and mortgage margin compression

* Barclaycard Consumer UK income decreased 3% to £938m due to lower interest earning lending balances resulting from higher
customer spend being more than offset by repayments

* Business Banking income increased 6% to £2,017m driven by continued structural hedge momentum, partially offset by lower
government scheme lending as repayments continue and lower deposit volumes

* Head Office income increased to £16m, related primarily to hedge accounting

Total operating expenses decreased 1% to £4,511m (2023: £4,567m) driven by lower structural cost actions and the transfer of Wealth
Management & Investments to Barclays Private Bank and Wealth Management within Barclays Bank PLC in May 2023, partially offset by
Q4 2024 Tesco Bank costs and inflation. Ongoing efficiency savings continue to be reinvested.

Credit impairment charges of £352m (2023: £308m), driven by the £209m day 1 impact from the acquisition of Tesco Bank partially offset
by a resilient credit performance in UK cards and UK Mortgages. UK cards 30 and 90 day arrears remained low at 0.7%° (Q4 2023: 0.9%)
and 0.2%” (Q4 2023: 0.2%) respectively. The UK cards total coverage ratio reduced to 4.8% (2023: 6.8%) following the day 1 impact from
the acquisition of Tesco Bank and release of the affordability linked adjustments.

The effective tax rate (ETR) was 26.4% (2023: 28.0%).

Notes
1 Comprises the impact of the Bank of England (BoE) levy scheme and the UK bank levy.
2 Excluding the impact of Tesco Bank acquisition
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Balance sheet information

The following assets and liabilities represent key balance sheet items for the Barclays Bank UK Group:

2024 2023
As at 31 December £m £m
Assets
Debt securities at amortised cost 17,983 17,794
Loans and advances at amortised cost to banks 281 1,213
Loans and advances at amortised cost to customers 206,435 200,782
Financial assets at fair value through other comprehensive income 27,045 20,409
Cash and balances at central banks 29,819 34,948
Liabilities
Deposits at amortised cost from customers 244,376 241,218

Balance sheet commentary

Loans and advances at amortised cost to customers increased 3% to £206.4bn, driven by a c.£8bn increase from the acquisition of Tesco
Bank, growth in unsecured lending and mortgage lending, partially offset by securitisation of mortgage balances in Q4 2024 and continued
repayment of government scheme lending in Business Banking.

Deposits at amortised cost from customers increased 1% to £244.4bn, driven by a c.£7bn increase from the acquisition of Tesco Bank,
partially offset by a reduction in Business Banking and retail current account balances, however these dynamics have stabilised throughout
2024.

The Barclays Bank UK PLC liquidity pool assets, including cash and balances at central banks, increased to £67bn (31 December 2023:
£65bn) driven by an increase in customer deposits.

Capital and other metrics'

As at 31 December 2024 2023
Common equity tier 1 (CET1) ratio 14.2% 14.8%
Total risk weighted assets (RWAs) £83.6bn £72.1bn
UK leverage ratio 5.3% 5.2%
Liquidity coverage ratio® 202% 180%
Net stable funding ratio® 159% 165%

The Barclays Bank UK Group CET1 ratio as at 31 December 2024 was 14.2%, which exceeds the CET1 regulatory capital minimum
requirement of 12.9%.

As a CRR firm, Barclays Bank UK PLC is required to disclose Return on Assets®, which was 0.9% in 2024 (2023: 0.6%). The Barclays Bank UK
Group Return on Assets was 0.9% in 2024 (2023: 0.7%).

Non-financial performance measures

Barclays Bank UK PLC is part of the Barclays Group which uses a variety of quantitative and qualitative measures to track and assess holistic
strategic delivery.

Barclays Bank UK PLC has addressed the Non-Financial Reporting requirements contained in sections 414CA and 414CB of the Companies
Act 2006 (the Act) through the disclosure contained in the Barclays PLC 2024 Annual Report on pages 41 to 44.

Notes

1 Capital, RWAs and leverage are calculated applying the IFRS 9 transitional arrangements in accordance with UK CRR. Effective from 1 January 2025, these
transitional arrangements no longer applied.

2 Represents the average of the last 12 spot month end ratios.

3 Represents the average of the last four spot quarter end positions.

4 Return on Assets is calculated as profit after tax divided by total balance sheet assets at the balance sheet date.
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Managing risk

The Barclays Bank UK Group is exposed to internal and external risks as part of its ongoing activities. These risks are managed as part of
our business model.

Enterprise Risk Management Framework

Within the Barclays Bank UK Group, risks are identified and overseen in accordance with the Enterprise Risk Management Framework
(ERMF), which supports the business in its aim to embed effective risk management and a strong risk management culture.

The ERMF governs the way in which the Barclays Bank UK Group identifies and manages its risks. The ERMF is approved by the Barclays
PLC Board on the recommendation of the Barclays Group Chief Risk Officer; it is then adopted by the Barclays Bank UK Group with minor
modifications where needed.

The management of risk is then embedded into each level of the business, with all colleagues being responsible for identifying and
controlling risk.

In 2024, financial crime risk was elevated to a principal risk in the ERMF, effective from 1 January 2025. Previously, financial crime risk was
managed as part of compliance risk. Recognising the increased external threat of financial crime, this change will enhance transparency
and visibility of financial crime risk within the Barclays Bank UK Group and reinforce independent assessment, management and oversight
of financial crime risk.

On 1 November 2024, the Barclays Bank UK Group completed the acquisition of Tesco Bank. Following the acquisition, the acquired Tesco
Bank business continues to operate largely within its own risk framework, with dispensations in place for material divergences from
existing Barclays Bank UK Group policy requirements. Any subsequent changes to the Tesco Bank approach will be part of integration
planning activity.

Risk appetite

Risk appetite defines the level of risk we are prepared to accept across the different risk types, taking into consideration varying levels of
financial and operational stress. Risk appetite is key to our decision-making processes, including ongoing business planning and setting of
strategy, new product approvals and business change initiatives.

The Barclays Bank UK Group may choose to adopt a lower risk appetite than allocated to it by the Barclays Group but cannot approve a
higher risk appetite limit than determined by the Barclays PLC Board without its approval.

Three lines of defence

The first line of defence comprises the revenue-generating and client-facing areas, along with all associated support functions, including
Finance, Treasury, Human Resources and Operations and Technology. The first line identifies the risks, sets the controls and escalates risk
events to the second line of defence. Employees in the first line have primary responsibility for their risks and their activities are subject to
oversight from the relevant parts of the second and third lines.

The second line of defence is made up of Risk and Compliance and oversees the first line by setting limits, rules and constraints on their
operations, consistent with the risk appetite.

The third line of defence comprises Internal Audit, and provides independent assurance to the Barclays Bank UK PLC Board and the
Barclays Bank UK PLC Executive Committee on the effectiveness of governance, risk management and control over current, systemic and
evolving risks.

The Legal function provides support to all areas of the Barclays Bank UK Group and is not formally part of any of the three lines of defence.
The Legal function is responsible for proactively identifying, communicating and providing legal advice on applicable laws, rules and
regulations. Except in relation to the legal advice it provides or procures, it is subject to second line oversight with respect to its own
operational and compliance risks, as well as with respect to the legal risk to which the Barclays Bank UK Group is exposed.

Monitoring the risk profile

Together with a strong governance process, using business and the Barclays Group level Risk Committees as well as Board level forums,
the Barclays Bank UK PLC Board receives regular information in respect of the risk profile of the Barclays Bank UK Group. Information
received includes measures of risk profile against risk appetite as well as the identification of new and emerging risks, which are derived by
mapping risk drivers, identified through horizon scanning, to risk themes, and similar analysis. For further details of monitoring risks please
refer to page 43

During 2024, the Barclays Bank UK Group ran a macroeconomic internal stress test to assess its capital adequacy and resilience under a
severe but plausible macroeconomic scenario. This stress test targeted risks such as inflation, financial stress and a shock on demand; with
terminal low rates set to test the Barclays Bank UK Group’s vulnerabilities through NIl (Net Interest Income) margin compression. The stress
test outcome for macroeconomic tests assesses full financial performance over the horizon of the scenario in terms of profitability, capital,
liquidity and leverage to ensure the Barclays Bank UK Group would remain viable.

We believe that our structure and governance supports us in managing risk in changing economic, political and market environments.

For further detailed analysis of approach to risk management and risk performance see the full Risk review on pages 38 to 158.
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Managing risk

The Ente prise Risk Management Framework defines ten Principal Risks

Risks are classified into principal risks, as below

How risks are managed

Credit risk

The risk of loss to the Barclays Bank UK Group from the
failure of clients, customers or counterparties (including
sovereigns), to fully honour their obligations to the
Barclays Bank UK Group, including the whole and timely
payment of principal, interest, collateral and other
receivables.

Credit risk teams identify, evaluate, sanction, limit and monitor
various forms of credit exposure, individually and in aggregate.
The first line deliver business plans and products within risk
appetite and all limits set by the second line, by maintaining
detailed financial forecasts, applying controls and managing
risks to which they are exposed.

Market risk

The risk of loss arising from potential adverse changes in
the value of the Barclays Bank UK Group’s assets and
liabilities from fluctuation in market variables including,
but not limited to, interest rates, foreign exchange, equity
prices, commodity prices, credit spreads, implied
volatilities and asset correlations.

Market risk teams use a range of complementary approaches to
identify and evaluate market risk exposures. These risks are
measured, limited and monitored by market risk specialists. The
first line conduct their activities within the risk appetite and all
mandate & scale limits set by the second line.

Treasury
and Capital
risk

Principal

Risk

Liquidity Risk:

The risk that the Barclays Bank UK Group is unable to
meet its contractual or contingent obligations or that it
does not have the appropriate amount, tenor and
composition of funding and liquidity to support its assets.

Capital Risk:

The risk that the Barclays Bank UK Group has an
insufficient level or composition of capital to support its
normal business activities and to meet its regulatory
capital  requirements under normal  operating
environments and stressed conditions (both actual and
as defined for internal planning or regulatory testing
purposes). This also includes the risk from the Barclays
Group’s pension plans.

Interest Rate Risk in the banking book:

The risk that the Barclays Bank UK Group is exposed to
capital or income volatility because of a mismatch
between the interest rate exposures of its (non-traded)
assets and liabilities. This also includes credit spread risk
in the banking book, the risk that the Barclays Bank UK
Group is exposed to capital or income volatility because
of changes in credit spreads on its (non-traded) assets
and liabilities.

Treasury and Capital risk is identified and managed by specialists
in capital, liquidity and asset and liability management risks. A
range of risk management approaches are used such as limits
plan monitoring and stress testing. The first line conduct their
activities within the risk appetite and all mandate & scale limits
set by the second line.

The assessment of Liquidity Risk should be comprehensive in
assessing all sources of Liquidity Risk, representing all of the
assets and liabilities, on-balance sheet and off-balance sheet
items including at the regional and legal entity levels.

Capital Risk is predominantly assessed and controlled on a
forward-looking basis through the means of capital forecasts
and capital plans. Key Capital risks must be identified well in
advance to allow for mitigating actions to be agreed and
become effective.

Pension risks are monitored regularly and reported to relevant
stakeholders and committees to support discussions with the
relevant pension fund’s actuaries and trustees.

IRRBB assessment uses earnings and value type metrics and it
takes into account the type of IRRBB, the accounting nature and
direct impact to earnings or capital; and, the appropriate holding
period of the risk.

CSRBB assessment must use earnings and value type metrics
and it must take into account market liquidity spread, market
credit spread and other spread components which impact the
market price.

Climate risk

The risk of financial losses arising from climate change
through, physical risks and risks associated with
transitioning to a lower carbon economy.

A risk management framework has been implemented for
managing financial and operational risks from climate change
across Barclays’ first and second line activities. A range of risk
management practices has been developed and enhanced for
identifying, measuring and quantifying the impact of climate
physical and transition risks in the financed portfolios. Climate
scenario analysis forms a key part of Barclays’ approach to
assessing and quantifying the impact of both physical and
transition risks. In addition, Barclays conducts climate risk
management activities at the level of key entities, including
proposing Climate Risk Appetite, identifying, assessing and
monitoring climate risk drivers, setting limits and other controls
to keep the bank within risk appetite, and reporting activities, as
appropriate.

Operational
risk

The risk of loss to the Barclays Bank UK Group from
inadequate or failed processes or systems, human factors
or due to external events (for example fraud) where the
root cause is not due to credit or market risks.

Operational risks are managed in accordance with the
Operational Risk Framework, owned and overseen by the
second line, and the standards within the Barclays Control
Framework. The primary responsibility for the management of
operational risk rests within the business and functional units
where the risk arises. Management complete Risk and Control
Self-Assessments to assess operational risks and the
effectiveness of the controls within processes. Identified risks,
events and issues are escalated to senior management and the
Board to ensure timely notification and to agree the appropriate
response.
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The Ente prise Risk Management Framework defines ten Principal Risks

Risks are classified into principal risks, as below

How risks are managed

Principal

Risk

Note

ModeI risk

The potential for adverse consequences from decisions
based on incorrect or misused model outputs and
reports.

The range of controls owned by first line includes: timely model
identification, ~ robust ~ model  development,  testing,
documentation, annual assessment, and ongoing performance
monitoring. The range of controls owned by second line
includes: independent model validation, oversight over on-going
model performance, and execution of overall model risk
governance covering oversight and reporting and escalation to
appropriate forums and committees.

Compliance
risk

The risk of poor outcomes for, or harm to, customers,
clients and markets, arising from the delivery of the
Barclays Bank UK Group’s products and services (also
known as 'Conduct Risk') and the risk to Barclays, its
clients, customers or markets from a failure to comply
with the laws, rules and regulations applicable to the
Barclays Bank UK Group (also known as Laws, Rules and
Regulations Risk ‘'LRR Risk').

The first line is accountable for the overall assessment and
management of compliance risks in their business or function
and are responsible for implementing the requirements outlined
in the Compliance Risk Management Framework (CRMF).
Compliance must oversee adherence to the CRMF and the
management of compliance risk, and provide independent
second line of defence oversight to all Barclays businesses,
providing advice and challenge where appropriate.

Reputation
risk

The risk that an action, transaction, investment, event,
decision, or business relationship will reduce trust in the
Barclays Bank UK Group’s integrity and/or competence.

Reputation risk is managed by embedding our purpose and
values, and maintaining a controlled culture within the Barclays
Bank UK Group, with the objective of acting with integrity,
enabling strong and trusted relationships to be built with
customers and clients, colleagues and broader society. Each
business assesses reputation risk using standardised tools and
the governance is fulfilled through management committees
and forums, clear escalation and reporting lines to the Barclays
Bank UK Group Board.

Legal risk

The risk of loss or imposition of penalties, damages or
fines from the failure of the Barclays Bank UK Group to
meet applicable laws, rules and regulations or contractual
requirements or to assert or defend its intellectual
property rights.

Legal risk is managed by the identification and management of
legal risks by the Legal function and the escalation of legal risk
as necessary. The Barclays Bank UK Group's businesses and
functions have responsibility for engagement of the Legal
function in situations that have the potential for legal risk. Legal
risk is also mitigated by the requirements of the compliance risk
management framework, including the responsibility of the legal
professionals to proactively identify, communicate and provide
legal advice on applicable laws, rules and regulations.

Financial
crime risk

The risk that the Barclays Bank UK Group and its
associated persons (employees or third parties) commit
or facilitate financial crime, and/or the Barclays Bank UK
Group’s products and services are used to facilitate
financial crime. Financial crime undermines market
integrity and may result in: harm to clients, customers,
counterparties or employees; diminished confidence in
financial products and services; damage to the Barclays
Bank UK Group's reputation; regulatory breaches; and/or
financial penalties.

The first line is accountable for the overall assessment and
management of financial crime risks in their business or function
and are responsible for implementing the requirements outlined
in the Financial Crime Risk Management Framework (FCRMF).
Financial Crime must oversee adherence to the FCRMF and the
management of financial crime risk, and provide independent
second line of defence oversight to all Barclays businesses,
providing advice and challenge where appropriate.

The ERMF defines ten Principal Risks. For further information on the how these Principal Risks apply specifically to Barclays Bank UK Group, please see pages

59 to 70.
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Customers and Clients

The following sub-sections include a summary of the largely Barclays Bank UK PLC items with references to Barclays UK referring to the
businesses of Barclays Bank UK PLC and its subsidiaries. For further details, refer to the Customer and Clients section of the Barclays PLC
2024 Annual Report.

Providing an excellent customer and client experience is key to our strategy. We seek to understand our customers’ and clients’
expectations and aspirations, developing products and services to build their trust and supporting them to achieve their own ambitions.

Engaging with customers and clients

Through our retail bank in the UK we reach over 20 million customers — and our engagement with them helps us to continuously improve
the service we provide.

Barclays UK runs on average eight panels per month for Personal, Premier and Business customers and clients, who share their views on
our products and services and on their own financial health. These panels provide regular insights to bring us closer to our customers and
inform the evolution of our customer journeys, and to identify new opportunities to serve them, based on emerging trends.

In 2024, we collected over 1.2 million additional pieces of customer feedback. Customers told us they wanted their experiences with
Barclays to feel more personal, and showed continued demand for increased convenience and functionality from the Barclays app.

In response we have enhanced the app to ensure every new or updated customer experience feels personalised . Our digital experience is
one of the reasons we have more active digital users than any other UK bank.'

We have made progress in addressing the volume of Barclays UK customer complaints by improving the basics and enhancing customer
journeys — in 2024, we saw a 36% reduction in complaints versus 2023. However, we recognise there is still more to do to improve the
overall customer experience and address and remove the root causes of complaints.

This focus is at the core of our new vision and strategy as we work towards improving our propositions and execution in order to deliver
best-in-class service and ensure we have highly satisfied customers.

When issues do occur, our Complaints team works alongside customer-facing colleagues and Relationship Managers to investigate and
provide timely resolution. By logging complaints and analysing the root cause, we can identify underlying issues and trends — ensuring
accountability is embedded with the relevant internal teams. We also leverage technology in our call centres to help measure client
sentiment.

We are focused on offering an accessible, empathetic and inclusive service for all our customers — including for those who may typically
face barriers to banking services, such as people living with disabilities, complex needs or experiencing difficult life events. Please visit our
ESG resources hub for further information: home.barclays/sustainability/esg-resource-hub/reporting and disclosures/.

Reducing complaints during ISA season

ISA (Individual Savings Account) season is one of the busiest times in the UK banking calendar. Customers must invest before the end of
the tax year to use up their annual savings allowance and maximise their tax-free interest. In the weeks leading up to the deadline, we see
an uplift in customers contacting us for our help in making their money work for them.

In 2024, we focused on reducing the waiting time experienced by customers during ISA season, following feedback from customers in
2023. We introduced SMS alerts to keep customers up to date during their ISA application, as well as introducing self-service elements to
the process such as transferring money into their ISA via their channel of choice. This led to a 73% reduction in ISA-related complaints.

Note
1 eBenchmarkers, Spring 2024.

Barclays UK Net Promoter Score (NPS)
About this KPl and why we use it

Net Promoter Score (NPS) is used to measure the strength of customer relationships. We track NPS to identify both our strengths and
where there is room for improvement, informing how we develop our services and products in the future. Maintaining strong, personal
relationships and building trust and advocacy is key across all our divisions, but most observable and material in Barclays UK. With over 20
million customers, Barclays UK represents the largest customer base for which we serve customers throughout their financial lives.

How we performed

We maintained our NPS of +17. Underlying this, we saw significant improvements in Premier and our digital channel NPS. We continue to
focus on improving customer experience and service.
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