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Questions to retail customers 
 
• What impact do the current and ongoing financial regulatory reforms have on the 
availability and cost of financing and other retail customer services of banks 
(including access to basic payment systems)? 
 
The combination of the losses banks acquired during the crisis, the liquidity squeeze and the on-
going financial regulatory forms makes it difficult for many citizens to get the loans / the financing 
they need. Most citizens have seen the cost of financing and other retail customer services rising. 
 
 
• What are the views of retail customers with respect to structural reform of banking 
in general and in particular with respect to the structural reform proposals to date 
(e.g. US Volcker Rule, UK ICB proposal)? What structural reforms would be desirable 
from their point of view? 
 
The main problems we have seen are: 

 Banks of all sizes have been too eager to give loans without checking the quality of the 
project and the value of the collateral.  

 The housing market has suffered from a bobble. 
 Too many small banks have ventured outside their natural territory, becoming nationwide 

or even going abroad. Small banks are doomed to loose when they start fighting the big 
banks on their territory and according to their way of playing the game. 

 The quality of many Danish bank boards (normally composed of non-executives) has been 
too low. The bank management got neither qualitative support nor a balancing power from 
the board. 

 In many banks was the ownership distributed in to so many hands that neither the board 
nor the management met power from the owners at the AGM.  

 Savings banks (sparekasser in Danish) restructured some years ago into limited 
companies (aktieselskaber in Danish). The own capital of the old savings bank was placed 
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in a fund as owner of the majority of the shares of the savings bank. The members of the 
board of the savings bank and board of the fund where the same so they did not control 
themselves but made many wrong decisions emptying the fund while they allowed the 
management to run the savings bank down. 

 
It is not our impression that structural reforms like the US Volcker Rule or the UK ICB proposal 
would have changed the picture. 
 
We need boards that are better composed and better working. Board members should have better 
qualifications. 
 
We need that attitudes and values of boards and management is more in harmony with the 
expectations from clients, shareholders and society. 
 
 
• What are the main concerns of retail customers in their relationship with their bank? 
 
Most retail customers like their bank and they trust the bank and the managers until it goes broke. 
 
For many citizens has the local bank been the natural bank. They loved the bank and where willing 
to buy shares in the bank. Many citizens have suffered heavily during the bank closures. 
 
But still many citizens are willing to buy shares in the (new or restructured) local bank, because 
they find it natural to have a local bank. But since the losses started has the attitudes towards 
banks become uneasy and split. 
 
 
• What are retail customers' recent experiences in terms of access to credit and 
savings and investment? Do they identify differences according to bank type 
(specialised bank, universal bank, etc.)? 
 
Denmark is a country with a tradition for universal banks. 
 
As mentioned before is it difficult for many citizens to get the loans / the financing they need. Most 
citizens have seen the cost of financing and other retail customer services rising. This is the same 
for all types of banks. 
 
The main problem in relation to investment is the lack of independent financial advice. Banks are 
generally offering poor quality advice recommending UCITS from the bank itself or from a close 
relation without regard to the needs of the client. 
 
 
Who shall rule the banks? 
 
Who shall rule over the banks and other financial institutions? 
 

 The management? 
 The board (the non-executive members)? 
 The shareholders (small and/or big)? 

 
We find it urgent to start debating the governance of banks and other financial institutions. 
It is as debate that will touch upon much of the company law, so this is only a start. 
 
Many small shareholders own their bank shares in generations (when the bank survives). 
Institutional investors, professional investors, hedge funds and other big investors own their shares 
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for shorter periods. They are often not interested in influencing the long term development of the 
bank only in improving the price of the shares before exit. 
 
Private (small) shareholders often own their shares for years. But they cannot on their own 
manage to evaluate the quality of the board and the management at the AGM. Their votes are not 
of much value. We can try to organize the small investors (investor home pages, EuroVote, etc.) 
but it is perhaps more an idealistic than a realistic approach. Nomination committees with 
members representing both big and small investors in addition to board members could be a way 
forward. 
 
Institutional investors do not like to show how they vote at the AGM. They prefer to exercise 
influence behind the curtain, other big shareholders sometimes exercise their power at the AGM, 
but normally it is behind a curtain or via a take-over. Should institutional investors be obliged to act 
as (long term) owners? 
 
Perhaps should it be illegal for boards and management to carry proxy votes (or vote) at the AGM. 
 
Should we make distinctions between “investors” and “owners”? Should “investors” and “owners” 
have the same responsibility? 
 
Society should state clearly what is expected from banks. During the crisis it has been said time 
and again that banks acted against the expectations of society. It used to be so that everybody 
knew what society expected, but do we face a new paradigm under which only explicit expressed 
expectations will followed? 
 
 
 
Kind regards 
 
 
Klaus Struwe 
Political advisor to the Danish Shareholders Association 
E-mail: struwe@post9.tele.dk  
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