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Sustainable Development Goal 

SDG 9: Industry, Innovation and Infrastructure: Build resilient infrastructure, promote inclusive and 
sustainable industrialization and foster innovation 

SDG 10: Reduced Inequalities: Reduce inequality within and among countries 

Executive Summary 

As UK banking rapidly shifts toward branch closures and cashless retail, older and vulnerable 

individuals lacking digital literacy are facing systemic financial exclusion. This transition effectively 

locks them out of managing their money, paying bills, and accessing essential services, thereby 

increasing their vulnerability to debt, fraud, and exploitation. HSBC has an ethical responsibility and a 

strategic imperative to ensure these customers are not left behind in the pursuit of digital 

optimization. 

To address this, we propose a unified, human-centered infrastructure model: repurposing iconic British 

red telephone boxes into HSBC “Access Points.” These highly visible, trusted micro-branches will 

restore in-person-like banking without requiring smartphones or advanced digital skills. Utilizing 

mature facial and voice recognition for secure, frictionless verification, users will be able to pay 

physical bills via barcode scanning, consult intuitive AI assistants, or connect directly with remote 

human tellers via video. 

Complementing this physical infrastructure is the introduction of the “HSBC Pocketquid” card—a 

customizable, secure prepaid card designed to safely bridge the gap between cash and digital 

payments. Featuring protective controls like geofencing and transaction limits, Pocketquid allows 

vulnerable users to confidently navigate everyday purchases without exposing their full account 

balances to potential fraud. 

Ethically, this approach reframes branch optimization. Rather than allowing cost-cutting measures to 

deepen inequality, HSBC can leverage a lower-cost, culturally resonant micro-branch model to uphold 

its duty of care. This solution directly meets regulatory expectations for inclusive banking access while 

firmly positioning HSBC as a champion of financial inclusion and sustainable community support. 
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