


Thinking Differently About Cash
 
It’s no surprise that the new polymer £5 marked the biggest change to UK currency in 
a generation. Or at least it was no surprise to Vaultex. We’ve been working towards the 
rollout of polymer for a number of years because we knew we had to get it right.

That meant investing in the right infrastructure and equipment ahead of time. Our fleet 
of high speed note sorters are capable of handling both polymer and paper cotton notes: 
essential during this period of transition over the next few years. 

This preparation and investment ensured we were ready for the £5 note – and we’ll be 
ready for the £10 in 2017 too. Thanks to our consultancy service, we can guide others 
through these changes - which will involve bigger volumes - too. 

Polymer proved that traditional cash can still grab the headlines even as new payment 
methods are introduced. Given an often tumultuous and unpredictable political and 
economic landscape, cash remains a trusted, secure and popular way to pay. In fact, notes 
in circulation continue to increase and cash remains the most popular way for consumers 
to pay by volume. 

That doesn’t mean that there aren’t challenges. With an increasingly diverse range of 
payment options, cash must continue to offer good value. To this end, we’re committed 
to offering seamless end-to-end managed services, including ATM management and 
maintenance, CIT, cash processing, local cash recycling and forecasting. Our deep 
knowledge of the end-to-end cash cycle, combined with innovative new technology 
such as our intuitive online cash management portal, VIEW, means we can make savings, 
create efficiency and add value for our customers.   

Importantly, we’ve also prepared our people for change. Our cash processors are trained 
in multiple skills, while we continue to invest in best-in-class engagement practice. We’re 
proud that we pay our people a fair and stable Living Wage that goes above and beyond 
Government legislation. Our employee engagement score, which has grown year-
on-year to 81% in 2016, combined with our continued IIP Champion accreditation and 
growing catalogue of people focused industry awards, attests to our excellence in people 
management.  
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     Currency Change

2015/2016 was a transformative year for Vaultex and the 
cash industry. In September, cash captured the public’s 
imagination and made the headlines following the 
introduction of the UK’s first polymer note, the Winston 
Churchill £5. Three Scottish banks also released their own 
polymer notes.

Polymer is a long-term investment that reinforces the Bank 
of England’s commitment to cash. As a Note Circulation 
Scheme (NCS) member, Vaultex worked closely with the 
BoE and the industry to support a smooth transition to 

54

     The Changing Cash Landscape

15/16 also saw a proliferation of competing non-cash 
payment options. Contactless cards became more 
widespread while a number of new digital payment 
technologies - often with their own exclusive platforms and 
technological infrastructure requirements - fragmented the 
non-cash payments market.

Some of these new technologies have experienced 
teething issues and have been slower to catch on than 
some may have predicted. According to research by Centre 
for Economics & Business Research, the uptake of mobile 
payment alternatives such as digital wallets by consumers is 
six or seven per cent. Concerns over data security and fraud 
may be putting some consumers off.

Notes in circulation:

Importantly, despite a gradual year on year decline in 
use, cash remains the most popular payment method, 
accounting for roughly half (45.1%) of all payments in 
2015 . In fact, the number of notes in circulation in the 
UK continues to increase, while some ATM networks have 
reported an increase in cash withdrawals in 2016. There are 
also more ATMs in the UK than ever before – 70,270, up 21% 
from 2005.

Cash therefore remains a trusted, popular and often 
essential payment method. However, it needs to be carefully 
managed to ensure businesses are using the most efficient, 
effective and secure processes and technology.

the new currency. This included updating our High Speed 
Note Sorters and other equipment to process and separate 
polymer from the old paper cotton notes. This ground work 
puts Vaultex in an excellent position for the introduction of 
the polymer £10 in Sepember 2017.

Despite the significant preparations required for these 
important changes to UK currency - including the new 
£1 coin in March 2017 - we have continued to refine our 
operational processes. We have increased the number 
of notes  put through our High Speed Note Sorters, while 
increasing the number of credits we process first time. 
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     Integrated, accountable services

In response to payment change, Vaultex has invested in a 
number of new solutions for customers. We offer a growing 
portfolio of seamlessly integrated cash management 
services, adding value, simplifying contracts and 
consolidating account management. Our Managed Service 
contracts provide holistic cash solutions that cover the end-
to-end cash cycle, from accurate forecasting to CIT and ATM 
maintenance. Our dedicated teams have helped reduce our 
customers’ costs while cutting a day from the traditional 
cash cycle – all under one simple contract.

We’ve also introduced Vaultex VIEW, our proprietary 
and intuitive online cash management tool that allows 
businesses to place orders and access real-time 
management information and reports on their cash. VIEW 
is designed to give our customers accurate, up-to-date 
information and take the hassle out of managing cash.

Our Services

Your Business - one contact, one contract

Read more about our services

page 22

page 20

page 24
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     Rethinking bank branches

Coinciding with payment change, the banking sector is 
also undergoing transformation. According to consumer 
watchdog Which, 1,046 bank branches across the UK 
were shut or were set to close between January 2015 and 
December 2016 as more customers switched to online 
services.

While the focus of existing branches has therefore shifted 
to core banking services that require the human touch, the 
provision of cash is still a vital service for many customers. 
Better technology, increased automation and local cash 
recycling can ensure this demand is met while keeping costs 
down. Our consultancy team can help financial institutions 
make the right decisions and implement them effectively. 

     Service You Can Count On

We continue to build upon our reputation for customer ser-
vice excellence. In 2015/16 we achieved a 99.99% right first 
time service record on 15.1m transactions.

We have evolved and adapted our service to meet the needs 
of our customers and support a growing portfolio of new 
cash management services.

Direct Servicing offer a single point of contact to ensure that 
queries can be dealt with quickly and efficiently, cutting res-
olution time by up to 30%. In addition, we can offer intelli-
gent, tailored management information.

Our Client & Customer Services team has been restructured 
to accommodate our newest Managed Service contract for 
a High Street bank. A dedicated Helpdesk is on hand to re-
spond to any query, from CIT and Forecasting to reconcilia-
tion and stationery ordering.

Vaultex Customer Service Champions are embedded in all 
our cash sites to engage Vaultex people in our customers’ 
processes. Vaultex is also a member of the Institute of Cus-
tomer Service (ICS). This year we have delivered bespoke 
ICS training to the majority of our Customer Service repre-
sentatives.

Read more about our consultancy services page 18



Read more about our culture

     An engaged, experienced and productive                                                                                                                                       
     workforce

Over the last few years we’ve worked hard to develop a 
culture at Vaultex that encourages healthy dialogue. Our 
people are encouraged to share their views through focus 
groups, executive roadshows and an employee survey. 
These are fed into a proactive action plan that focuses on 
making meaningful change: from the working environment 
to how people are managed. As a result, our employee 
engagement score has risen year on year for five years to a 
record high of 81% in 2016. 

We believe in rewarding our people’s efforts and expertise 
fairly. We offer all our people a comprehensive range of 
benefits, including a Scottish Widows pension and life 
assurance. We are also an accredited Living Wage Foundation 
employer, making us one of a few select companies to go 
above and beyond the Government’s National Living Wage. 
Other external accolades include IIP (Investors in People) 
Champion Status, recognising Vaultex as leaders in people 
management.  

We also support our people’s communities across the 
country through a match funding scheme for local 
fundraising. 

     Ready For The Future

It’s clear that the payment industry is going through a period 
of transition, from the introduction of polymer and the one 
pound coin, to the diversification of digital and contactless 
payment. Combined with changes within bank branches, and 
upcoming regulation around ring fenced banking, it’s more 
important than ever to make sure that tried and trusted cash 
continues to offer businesses and consumers value within a 
constantly changing payments eco-system.
 

     Finance

Our financial results for 15/16 showed steady revenue with 
an increase of 2.6% in Gross Profits. This was achieved 
through targeted cost saving initiatives and efficiency 
improvements throughout the company. 

Distribution costs increased as a result thanks to increased 
focus on new value-adding services across the cash cycle, 
including the provision and management of CIT services 
and the full rollout of Remote ATM management. We also 
completed our investment in Polymer during the 15/16 
financial year.

Continuous improvement remained a key financial priority. 
Savings were made through pay revisions, the restructure of 
support functions and a reduction in overall travel spend. By 
realigning pay to the tax year, Vaultex became a Living Wage 
Foundation accredited employer with minimal financial 
impact. 

We maintain a healthy Risk profile, with excellent stocktake 
results in 15/16. 
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Amid this complexity, Vaultex can help manage the change 
by offering end-to end cash management and consultancy 
services aimed at providing simpler, smarter and better 
value solutions. Cash doesn’t need to be complicated.

page 18

Our consolidated statements page 26-28
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     What we offer: 

Integrated, Accountable and Value Adding Services: 
We know the cash industry. Our integrated Managed 
Service solution has proven to not only save our customers 
money but cut a day off the cash cycle by consolidating and 
optimising previously separate services under a simple, 
single contract. Our Vaultex View portal can give businesses 
instant access to online ordering and management 
information on their cash. 

An Engaged, Experienced and Productive Workforce: 
Vaultex has won a number of awards for people 
management, including Best Employee Relations Initiative 
at the 2015 CIPD Awards. We are also proud to maintain our 
IIP (Investors in People) Champion status and Living Wage 
Foundation accreditation. 

Operational and Service Excellence:
Our experienced team know the end-to-end cash cycle 
back to front. We combine an innovative approach with a 
deep-set and pragmatic understanding of the industry. 
Every business has its unique challenges. We can remove 
complexity and develop the right solutions to suit different  
needs.

     About Vaultex: 

Formed in 2007 as a joint venture between Barclays Bank 
and HSBC, Vaultex excels in delivering seamless cash 
services for our customers.

We provide an integrated, reliable and accountable service 
with simple, customer-focused metrics. Vaultex works 
in close partnership with our customers, adhering to the 
rigorous standards set by the Bank of England and the Note 
Circulation Scheme (NCS), to deliver best-in-class cash 
management services.

We work with five of the top ten UK retailers and three of the 
UK’s biggest High Street banks. We continue to expand our 
product portfolio to create value for our customers, from 
coin extraction to end-to-end Managed Services.

Our mission
To excel in delivering best-in-class 
integrated cash management services 
for our customers.

Our vision
To be the most innovative end-to-end 
cash management company and the 
world’s recognised leader for efficient 
cash services.



Our People
We’ve taken a long-term approach to engagement that’s 
led to year on year improvement through our organisation. 
This year our overall engagement score rose 4 percentage 
points from 77% in 2015 to 81%

We believe in creating a listening culture that gives all our 
people a voice, whether that’s through regular focus groups 
or executive roadshows.

Our people are rewarded with a comprehensive benefits 
package – that includes a competitive pension, life 
assurance, employee assistance programme (EAP) hotline 
and staff discount portal. We also support employee led 
engagement activities throughout the year. 

Investing in employees 
Vaultex is committed to paying the Living Wage - calculated 
each year based on what employees and their families need 
to live.

An independent study examining the business benefits of 
implementing a Living Wage policy in London found that 
more than 80% of employers believe that the Living Wage 
had enhanced the quality of the work of their staff, while 
absenteeism had fallen by approximately 25%.

We are committed to the accreditation, which has had a 
positive impact on the wellbeing and lifestyle of our people.

IIP Champions
We are proud to have once again been accredited with IIP 
Gold and Champion Status. We help set the standard for 
people management: only 600 out of 14,000 organisations 
globally hold Champion accreditation. Through the IIP, we 
offer insight and expertise to other organisations who are 
undertaking accreditation. 

There is a wealth of experience at Vaultex.
We continue to make engagement a priority to 
help create a positive, productive and constructive 
environment where new ideas and talented people 
can flourish. 

Developing people at every stage
We look to develop and support talent throughout our 
organisation through a combination of extensive in-house 
technical and skill based training and specially developed 
programmes to support Interns, High Level Apprentices and 
Graduates as well as Senior Leader Development. We’ve 
partnered with Coventry University to develop courses that 
can take our people further.

OUR PEOPLE A long term approach to engagement:

Engagement highlights:

90%
81%

engagement participation

1514
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Environment
We are improving the way we manage our waste, reduce 
energy use and reuse materials.

We’re committed to reducing waste throughout our 
organisation.

•	 76% of our waste is diverted from landfill 
and recycled

•	 100%	of IT and telephony waste is diverted 
from landfill and recycled

We are continually looking to reduce our carbon footprint. 
Last year, we delivered a 6% reduction in our energy 
consumption and ran a ‘No Time to Waste’ Campaign, aimed 
at changing attitudes toward energy consumption and waste 
management throughout the company.

Employability
We work with our communities to help young people develop 
their skills and find work. 

Last year our graduates delivered employability workshops 
to over 200 students within our local communities.

We also continue to work with Making the Leap, a social 
mobility and youth charity, which runs careers education 
programmes for schools and delivers training that prepares 
young adults for job opportunities.

Our CSR programme is an integral part of our strategy; whether 
encouraging employee engagement, reducing resource use 
and costs, or enabling growth by supporting new business 
and nurturing future talent. 

We continually monitor and measure our performance in 
four key areas; Environment, Employability, Engagement and 
Enterprise.

CSR

Engagement
We continue to work with our people to make Vaultex an 
employer of choice.

Our people are always eager to support our local 
communities and charities and are encouraged to make a 
difference in any way they can. This year, 41 of our employees 
volunteered in the communities we operate in.

Our matched-funding programme helps our people boost 
the funds that they raise for the causes that matter to them 
most. In 2015/16 we match funded £20,911 raised by our 
employees for their chosen charities. We also held a ‘Make 
a Difference Month’ to raise funds in aid of Cardiac Risk in 
the Young (CRY) a charity chosen by one of our cashiers, 
who in February lost his 11-year-old son to a sudden cardiac 
condition.  

Enterprise
We are not just driven by financial success, but by our ethical 
conduct and proud position within our local communities.

We promote CSR as an integral part of the business through 
our CSR panel of stakeholders. Together, we work with 
our external partners and customers to ensure our CSR 
strategy thrives in all aspects of our day to day operations 
and supports new business bids. 



Banking Review
The way we bank is changing, and the services that bank 
branches provide need to evolve. The traditional counter 
based branch banking model is being replaced by self-
service technology and online solutions. The challenge for 
retail banks is to continue to provide cash services while 
transforming their branch network.

Vaultex Consulting have been working with banks to 
respond to new challenges including reduced footfall, 
mobile banking and increased competition. 

We have developed and implemented new, innovative and 
cost efficient ways in which our clients can manage cash 
within their branch network, while continuing to provide 
customers with an excellent front office service. 

Retail Review
Retailers continue to operate within highly competitive 
margins where costs need to be minimised throughout the 
supply chain. This also includes cash management, where 
many retailers may find it difficult to keep up with the pace 
of payment change.

By employing smart tills and data analytics, significant 
savings can be made through reduced labour, improved loss 
reduction and enhanced visibility of the cash supply chain.

Vaultex Consulting are recognised leaders in automation, 
data management and analytics. Our independence enables 
us to make informed recommendations on whether our 
retail clients would benefit from investing in new hardware 
and tools. Our operational expertise can also help guide 
organisations through a complex implementation phase.

CONSULTING
Established in 2015, Vaultex Consulting helps organisations 
with their cash management challenges: from strategic planning 
and decision making to delivering operational excellence and 
customer satisfaction. 

Vaultex Consulting continued to grow in 2015/16 with 
engagements in the UK, Singapore, Hong Kong and Saudi 
Arabia. Our vision is to be the number one cash management 

consultancy in the world.

Central banks and cash centres
Central Banks across the globe face one principal challenge: 
how can they reduce the cost of cash across society? Vaultex 
consulting has been working with central banks on initiatives 
to greatly improve the way cash is managed.

Core to a Central Bank’s strategy is the cash centre, run by 
central or commercial banks, or outsourced to independent 
operators. Many of them are on the same journey of 
stabilisation, optimisation and innovation that Vaultex has 
successfully completed.

Vaultex Consulting brings senior leaders with decades of 
combined cash industry knowledge - from IT to risk, security 
to operations - to help organisations redefine their cash 
centre operations; carefully balancing security, efficiency 
and service quality. We help mitigate risk, reduce costs and 
increase profits, strengthening their position in the market 
place. And, because we work with companies around the 
world, we can help companies benchmark against global 
best practice.

1918

TESTIMONIAL

“Vaultex’s approach and delivery was of an excellent 
quality and highly professional throughout. Their deep 
knowledge of cash automation in particular assured 
us that we would not leave any stone unturned when 
considering solutions, and their reports were clear, 
structured and very well presented. I would have no 
hesitation in recommending Vaultex to any other 
retailer who wants to review their cash management.”  

David Oakley Head of Information Technology at 
Hamleys of London 
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Reporting
Vaultex VIEW gives you on-demand access to cash 
management data. This data can then be used for analysing 
trends, identifying your future requirements and assisting 
with reconciliation processes or queries. And because VIEW 
is self-service you can view, drill-down, configure, download 
and manage reports, as well as create bespoke management 
information on demand. It’s this increased level of detail 
which allows us to help you optimise cash holding levels 
and manage your cash more effectively.

VIEW’s reports can help reduce costs and improve the 
efficiency of Cash Office Reconciliation teams, as well as 
simplifying cash processing and carrier queries.

Ordering
Vaultex VIEW lets you view, modify, place, and cancel 
note and coin orders securely online. The process is made 
easy with the use of an interactive calendar scheduler, 
allowing you to manage standing orders, repeat orders, and 
emergency ad hoc orders. Pre-defined ordering rules allow 
you to manage orders according to your needs.

Forecasting
Using historic data and trends, the forecasting tool predicts 
your cash flows and order requirements on a day-by-day 
basis for retail locations and ATMs. This minimises the 
amount of excess cash holdings, providing savings on 
multiple fronts.

The tool is fully configurable against changing service 
requirements, denomination patterns, capacity, and 
insurance limits. It can also automate order uplifts based on 
recurring events such as month end, resulting in accurate 
order values. 

VIEW’s detailed analysis tools can also help users identify 
ways to reduce cash losses and forgeries.

Vaultex VIEW is an online cash management system that offers 
three complimentary applications designed to optimise your 
end-to-end cash management.

VAULTEX VIEW
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Our approach
Vaultex’s dedicated Managed Service team - formed of cash 
management, ATM maintenance and Cash In Transit (CIT) 
experts from across the industry - developed a tailored 
solution for Barclays.

We introduced an important innovation:  Intelligent Cassette 
Exchange. This allows Vaultex to directly pack cassettes in 
a highly secure environment before sending them out to 
ATMs, rather than going through a third party supplier - 
minimising risk, reducing costs and cutting two days off the 
cash cycle. 

Our solution helped optimise Barclays’ cash supply, 
improving availability and reducing CIT costs.

The benefits
Cost saving:
Vaultex saved Barclays a seven figure sum in year one, with 
increased savings in year two.

One best value contract:
We take care of the day-to-day management of the ATM 
estate, consolidating multiple suppliers under a single 
contract, with a single point of contact. Accurate MI helps 
identify further opportunities for improvement.

Improved availability:
Using detailed data on ATM maintenance, cash quality and 
CIT, we worked with our partners to improve ATM availability.

Delivers greater control:
Barclays has more control over the cash processing cycle. 
Cash cassettes are weighed both coming in and leaving 
Vaultex – providing a full audit trail. 

Barclays was looking to improve the availability of its 1,500 
remote ATMs, while reducing costs. They wanted a single 
supplier to manage the programme from end-to-end, reducing 
risk and optimising the cash cycle.

Vaultex’s aim was to deliver a measurably improved and more 
accountable service at a best value price, without compromising 
on accuracy or security.

REMOTE ATM
MANAGED SERVICE

Polymer ready technology:
We’ve invested £10 million in state-of-the art High Speed 
Note Sorters which process polymer and non-polymer 
notes simultaneously. We deliver only ATM quality notes for 
ATM orders.

Cash Forecasting:
By forecasting cash requirements of ATMs – taking into 
account the cost of CIT, interest rates and premises 
insurance – we optimised cash handling costs for Barclays.

The benefits at a glance

•	 Single point of contact

•	 Single accountable contractor 

•	 Joined-up management information

•	 Avoid third party service on a multi-vendor estate

•	 Invoice checking and SLA verification service

VAULTEX	CASE	STUDY



24 25

Our approach
Vaultex and Barclays worked upfront with the bank to 
understand their requirements and find the best approach. 
Vaultex’s operational and project management experience 
helped ensure the theory was implemented effectively in 
practice.

The bank used Vaultex VIEW – Vaultex’s online cash 
management portal - to access accurate data on their cash. 
In addition to standard VIEW services, a bespoke report 
supported the bank’s reconciliation process.

Detailed management information helped identify 
opportunities for improving and optimising the Cash in 
Transit service. A dedicated Helpdesk was also put in place 
to resolve any queries from the branch network.

A high street challenger bank were looking for a new integrated 
cash services provider for their branch network and ATM 
machines – incorporating billions in cash processing and tens 
of thousands of Cash in Transit trips per year. The bank wanted 
to transition seamlessly to the new service within in a short time 
frame.

BRANCH ATM
MANAGED SERVICE

The benefits at a glance

•	 Quick and seamless transition to Vaultex as an end-
to-end Managed Service supplier

•	 Branch access to instant data via Vaultex VIEW

•	 Access to improved management information from 
across the different aspects of the service (cash 
processing, forecasting, transport),  resulting in 
efficiency improvements and cost savings

•	 Dedicated help desk

VAULTEX	CASE	STUDY



Consolidated Statement of Comprehensive Income
for the year ended 30 September 2016

Year ended
30 Sep 16 
£’000

30 Sep 16
£’000

Year ended 
2 Oct 15 
£’000

2 Oct 15
£’000

Revenue

Cost of Sales

Gross Profit

Distribution Expenses

Administrative Expenses

Other Income

Profit from operations

Finance Income

Finance Expenses

Finance Expenses (Net)

Profit Before Tax

Income Tax Expense

Profit and Total Comprehensive Income for the year

Non-Current Assets

Property, Plant and Equipment

Deferred Income Tax Asset

Total Non-Current Assests

Current Assets

Cash Inventories

Trade and Other Receivables

Cash and Cash Equivalents

Total Assets

Equity Capital and Reserves Attributable to Equity Holders of the Company

Ordinary Shares

Retained Earnings

Total Equity

Liabilities

Non-Current Liabilities

Trade and Other Payables

Deferred Income Tax Liability

Borrowings

Total Non-Current Liabilities

Current Liabilities

Provisions for Liabilities and Charges

Trade and Other Payables

Borrowings

Total Current Liabilities

Total Liabilities

Total Equity and Liabilities

Assets

100,842  100,698
(58,581)  (61,117)

42,261  39,581

(10,164)  (8,095)
(29,156)  (28,593)
956  1,317

3,897  4,210

2  2
(2,865)  (3,210)

(2,863)  (3,208) 

1,034  1,002
(532)  (343)

502  659

30,261  32,682

      -  121

30,261  32,803

113,483  127,501
17,149  12,532
1,984  1,992

132,616  142,025

10,000  10,000
4,837  4,335

14,837  14,335

16  83
75  -

20,000  20,000

20,091  20,083

202  1,721
24,997  28,417
102,750  110,272

127,949  140,410

148,040  160,493 

162,877  174,828

Consolidated Statement of Financial Position
at 30 September 2016
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Year ended 
30 Sep 16 
£’000

Year ended 
2 Oct 15 
£’000

Profit Before Income Tax for the year

Adjustments for:

 Depreciation on Property, Plant and Equipment

 Loss on disposal on Property, Plant and Equipment

 Interest Income

 Interest Expense

Operating Cash Flows before movements in Working Capital

Decrease in Cash Inventories

(Increase) in Trade and Other Receivables

(Decrease)/ Increase in Provisions for Liabilities and Charges

(Decrease) / Increase in Trade and Other Payables

Cash Flows from Operating Activities

Interest Paid

Tax Paid

Net Cash from Operating Activities

Cash Flows from Investing Activities

Purchase of Property, Plant and Equipment

Interest Received

Net Cash Used in Investing Activities

Cash Flows from Financing Activities

Net Repayments of Borrowings

Net Cash Used in Financing Activities

Net Decrease in Cash and Cash Equivalents

Cash and Cash Equivalents at beginning of year

Cash and Cash Equivalents at end of year

1,034  1,002
  
4,474  4,976
78  418
(2)  (2)
2,865  3,210

8,449  9,604

14,018  12,299
(4,617)  (7,793)
(1,519)  1,498
(3,573)  4,426

12,758  20,034

(2,709)  (3,213)
(406)  (323)

9,643  16,498 

(2,131)  (4,240)
2  2

(2,129)  (4,238) 

(7,522)  (11,757)

(7,522)  (11,757)

(8)  503

1,992    1,489

1,984  1,992

Consolidated Statement of Cash Flows
for the year ended 30 September 2016
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