Savings

General Terms and Conditions
The following generic Terms and Conditions (July 2016 Edition) apply to all our Britannia branded savings
accounts. Specifc Terms and Conditions may apply to different account types. Please refer to the information
for each account type for full details. These terms and conditions (July 2016 Edition) supersede all previous
editions of our General Terms and Conditions.
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These terms and conditions (‘General Terms and Conditions’) relate to all of the
Britannia savings accounts and related services which we offer to our customers.
Please read and keep these conditions in a safe place.
In addition to these conditions, specifc terms and conditions also apply to each
type of account and service (‘Specifc Terms and Conditions’). You will fnd a copy
of the Specifc Terms and Conditions for each of the accounts which we operate
(‘the Accounts’) in any one or more of the following:
• the information factsheet relating to the applicable Account;
• the application form for the particular Account which you must complete when
applying to open the applicable Account; or
• our website.
These General Terms and Conditions along with the Specifc Terms and Conditions
form the agreement between you, the account holder, and us, The Co-operative
Bank p.l.c. trading as Britannia. They set out the features of the Account, they tell
you how your account works and what your and our responsibilities are once you
open the Account with us.
If you ask us at any time during the life of this agreement we will provide you
without charge with the information contained in these General Terms and
Conditions, the Specifc Terms and Conditions together with details of our interest
rates and charges.
Please note any terms and conditions of your Account and all information,
statements and notifcations will be in English and we will communicate with you
in English.
The Co-operative Bank p.l.c. trading as Britannia is authorised by the Prudential
Regulation Authority and regulated by the Financial Conduct Authority and the
Prudential Regulation Authority. Our Financial Services Register No. is 121885.
If you have any questions, or if you would like any more information and advice
about your Account, please ask a member of staff at your local branch. Or, if you
prefer, please call our customer helpline on 0800 132 304 (weekdays 8:00am to
8:00pm, Saturday 9:00am to 12:00 noon) or write to us at Britannia House, Leek,
Staffordshire Moorlands ST13 5RG.
If, in relation to a particular Account, a provision of the Specifc Terms and
Conditions conficts with or differs to these General Terms and Conditions, the
provision in the Specifc Terms and Conditions will apply.
In these General Terms and Conditions and the Specifc Terms and Conditions,
references to:
‘Account’ means each of the accounts that you have with us in either your name or
jointly with other persons;
‘Bank Working Day’ means any day other than a Saturday, Sunday or Bank Holiday
in England and Wales;
‘CashCard’ means any cash card issued to the account holder(s) which can be used
to withdraw cash from an ATM;
‘Electronic Payments’ means a payment to or from your account by Internal
Transfer, standing order, Direct Debit, CHAPS or external funds transfer by BACS or
Faster Payment;
‘Internal Transfer’ means a transfer of money from one Britannia Savings Account
to another or from a Britannia Savings Account to a Britannia Mortgage Account;
‘Reference Rate’ means an externally set interest rate such as Bank of England
offcial bank rate;
‘we’, ‘us’, ‘our’ and ‘Britannia’ means The Co-operative Bank p.l.c., trading as
Britannia, registered offce address P.O. Box 101, 1 Balloon Street, Manchester
M60 4EP;
‘you’ means the account holder.
To open an Account you must be a UK resident.
The currency of the Account will be sterling.
We can refuse:
your application to open an account;
your request to add someone to your Account so that they become a joint account
holder or an additional account holder;
to the extent that it is reasonable for us to do so, to accept a payment into your
account.
You cannot open a savings account with us which is subject to these General Terms
and Conditions if you are a club, charity, company, pension fund, unincorporated
association or business unless the Specifc Terms and Conditions permit this or we
agree.
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4. Individual Savings Accounts (ISAs)
Meaning of terms we’ve used in condition 4

2. Proof of identity
2.1

2.2

We are required by law to verify the identity and address of all new customers and,
sometimes, existing customers who wish to open an Account with us. This is so that
we can comply with our regulatory requirements. These requirements apply to all
fnancial institutions in their dealings with all customers in the UK, and are designed,
among other things, to prevent money that has been gained in an illegal way being
deposited with us. Therefore when opening an Account please remember you will
be asked to present proof of identity which we will tell you at the time, details of
which are set out on our website.
If necessary, we may make additional enquiries, or seek additional references to
confrm your identity as we consider appropriate.
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If the Specifc Terms and Conditions for an Account indicate that the Account may
be held jointly by two or more persons (‘Joint Account Holders’), the following
section of the General Terms and Conditions will apply in relation to the jointly held
Account (‘Joint Accounts’).
Before we agree to open a Joint Account, we require written authority from all
of the Joint Account Holders. Unless otherwise agreed by us (or unless the Joint
Account is issued with a CashCard), Joint Accounts can only be operated by the
signatures of all of the Joint Account Holders.
You may want to arrange for any one of the Joint Account Holders to operate the
Account with just their own signature, rather than the signatures of all the Joint
Account Holders. In that case, we need this to be confrmed in writing by each of
the Joint Account Holders. This arrangement can be cancelled (in which case all
the signatures of the Joint Account Holders will be required) by any of the Joint
Account Holders giving notice in writing to us. However, this will not affect any
withdrawals, or any other transactions, made before we put your request to cancel
the arrangement into effect which we will do promptly.
For any Joint Accounts issued with a CashCard, each of the Joint Account Holders
irrevocably agrees that withdrawals may be made on the sole authority of just
one of the Joint Account Holders. However, in the event that we receive notice
under condition 3.3 that the arrangement between Joint Account Holders is to be
cancelled, any CashCard on the Account may no longer be available or valid.
For all Joint Accounts the following principles shall apply:
we shall treat each Joint Account Holder as being entitled to all of the money in
the Joint Account without any concern as to any arrangements between the Joint
Account Holders as to the actual division or ownership of the money. However,
unless we have agreed otherwise and subject to the exceptions detailed above, we
require signatures from all Joint Account Holders when operating the Joint Account;
all correspondence relating to the Joint Account shall be sent by us to the address
of the frst-named Joint Account Holder unless you ask and we agree to it being sent
to an alternative address;
any passbook which may be issued in relation to a Joint Account will be sent to
the frst named Joint Account Holder (we only issue one passbook for jointly held
passbook based accounts);
each Joint Account Holder shall be jointly and severally responsible to us for any
debts which may arise on any Joint Account. This means you are all responsible
individually as well as together for the full amount due to us. This includes amounts
you did not know about or disapproved of;
in the event that any Joint Account Holder informs us of any dispute between
any of you, we may block or suspend the account and payments or withdrawals
made before we are told of the dispute may still be paid. Any further payments or
withdrawals will need authority in writing of all Joint Account Holders.
Each Joint Account Holder is required to keep us informed about any changes in
their personal details, e.g. any change of address.
If any of the Joint Account Holders die, the survivor(s) may continue to operate
the Account and we will recognise the surviving account holder(s) as having the
sole ownership and interest in the Joint Account as soon as we have been provided
with a certifed copy of the death certifcate of the deceased Joint Account Holder.
The surviving Joint Account Holder(s) shall then be entitled to continue the Joint
Account in the surviving Joint Account Holder’s name(s) on the same terms as
before.
Where a Joint Account can be operated by just one of the Joint Account Holders,
any signatory on the Account can withdraw all the money in the Account. In the
event of relationship breakdown you should tell us that you only want the Account
to be operated on the authority of all Joint Account Holders. This will limit your
ability to access the money in your Account and may mean that some services e.g.
CashCard are no longer available.
If you have any questions about operating a Joint Account, please ask a member
of staff at your local branch. Or, if you prefer, please call our customer helpline on
0800 132 304 (weekdays 8:00am to 8:00pm, Saturday 9:00am to 12:00 noon).

Subscribe or subscription to
an ISA

This is when you make payments (other than additional
permitted subscriptions) into an ISA.

Annual ISA Allowance

This is the maximum you can subscribe to an ISA in
any tax year.
HMRC sets the Annual ISA Allowance. To fnd out
what the Annual ISA Allowance is, please contact us or
check our or HMRC’s websites.
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ISA Manager

Persons authorised by HMRC as managers of ISAs.

ISA Regulations

The Individual Savings Account Regulations 1998 (as
amended from time to time).
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This condition 4 applies to you if you hold a cash ISA.
You may subscribe to a cash ISA if you are aged 16 or over. You must also be
resident in the United Kingdom for tax purposes or, if not so resident, either
perform duties which, by virtue of Section 28 of Income Tax (Earnings & Pensions)
Act 2003 (Crown employees serving overseas), are treated as being performed in
the United Kingdom, or be married to, or in civil partnership with, a person who
performs such duties. If you are not sure whether you qualify to subscribe to an
ISA, you should seek separate professional advice or call your local tax offce or
HM Revenue & Customs (HMRC).
A cash ISA must be held in an individual’s sole name, and must not be held on
behalf of an individual other than you. Joint accounts are not allowed.
ISA investments will be and must remain in your benefcial ownership and must not
be used as security for a loan.
Subscriptions only count towards the Annual ISA Allowance for the tax year in
which they are received by us. Where you do not subscribe to the maximum Annual
ISA Allowance in any tax year, the balance cannot be made up in any other tax year.
Once you have reached the Annual ISA Allowance limit for the tax year, you
cannot make any further subscriptions regardless of whether you have made any
withdrawals in that tax year.
If you don’t subscribe to your ISA during one tax year, you will need to make a new
application if you wish to subscribe to an ISA in a subsequent tax year.
In the event of your death, gross interest will be paid up to and including the date of
death. Thereafter, interest will be subject to UK income tax rules.
You can, on request, withdraw from your ISA or transfer from us to another eligible
ISA Manager, subject to these General Terms and Conditions and the Specifc
Terms and Conditions regarding partial withdrawals/transfers and regarding loss
of interest. You can choose the date funds are withdrawn or transferred subject
to us being allowed a reasonable period to implement the withdrawal or transfer.
That reasonable period shall not exceed 30 days and shall be consistent with the
requirements of the ISA Regulations. In particular if we receive a request from
another ISA Manager to transfer money in your ISA to a cash ISA with them,
together with confrmation that they will accept the ISA transfer, we will send that
money to them together with the information specifed by the ISA Regulations
within fve Bank Working Days of us receiving that request.
We will notify you if by reason of any failure to satisfy the ISA Regulations, an ISA
has, or will, become void.
We will treat information about your account confdentially except where we are
under an obligation to disclose information under law or regulation. For example,
we are obliged by law to provide information on ISA holders to HM Revenue &
Customs.
Your ISA account opening date is the date that we accept your correctly completed
application and receive payment.
If you are transferring money into your ISA from a cash ISA with another ISA
Manager then you will need to complete our ISA transfer request form. We will
then arrange for the funds to be transferred to us from your existing ISA Manager in
accordance with your instructions and the ISA Regulations.
The transfer process will begin on the date we receive the transfer request form
or, if later, the date you request us to begin the transfer process. We will then send
your request for the transfer of money in your existing ISA to your existing ISA
Manager together with confrmation that we will accept the ISA transfer within fve
Bank Working Days.
We will credit the money we receive from the other ISA Manager to the ISA account
within three Bank Working Days of receiving that money and the information
specifed by the ISA Regulations.
We will start paying interest on the amount you transfer in from the date we receive
the money, the date of the cheque from the other ISA Manager or the 16th Bank
Working Day after the transfer process began, whichever is earlier.
The tax treatment of ISAs depends on your individual circumstances and is subject
to legislation which may change.
If you are made bankrupt then the benefcial interest in any Account passes to
the trustee in bankruptcy and we are required to close your ISA Account. In these
circumstances we will transfer the money in the ISA to a non ISA instant access
account and write to you with details of that new account. Whilst you are bankrupt
the trustee in bankruptcy has authority to request that we send the money in the
Account to them and you will not be able to transact on any Account unless the
trustee in bankruptcy has otherwise agreed.
We will satisfy ourselves that any person to whom we delegate any of our functions
or responsibilities under the terms agreed with you is competent to carry out those
functions and activities.
If there is any confict between these conditions and the ISA Regulations, the ISA
Regulations take priority over these conditions.

5. Account documents
Passbook based Accounts
5.1

If the Specifc Terms and Conditions for an Account indicate that a passbook will
be issued for the Account then the passbook issued to you by us for your Account
remains our property and must be returned to us upon request so that we can bring
it up to date with all transactions which have arisen in relation to your Account or
for any other reasonable purpose. No entries may be made in the passbook except
by us.
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Statement based Accounts
5.3

5.2.1

5.2.2

5.2.3

If the Specifc Terms and Conditions for an Account indicate that a CashCard will be
issued to the account holder(s), the following conditions will apply in relation to the
issue and use of CashCards:
the CashCard which is issued for your Account remains our property and can
only be used as outlined in these General Terms and Conditions. We may cancel,
withdraw or suspend your CashCard where we have good reason to suspect:
• there may be unauthorised or fraudulent activity or other fnancial crime affecting
the Account; or
• the security of the CashCard or PIN have been compromised. We will let you
know by telephone or in writing, where possible in advance but if not immediately
afterwards, where your CashCard is cancelled, withdrawn or suspended together
with the reasons for the cancellation, withdrawal or suspension, unless doing
so would compromise our reasonable security measures or would otherwise be
unlawful. Should we cancel, withdraw or suspend your CashCard you must not
use it after receiving our notifcation;
we are committed to the highest levels of security for our card based Accounts.
However, we also rely on our account holders to take reasonable steps to protect
any CashCard which is issued for their Account from misuse. Please see condition 9
for more information on the steps you should take to preserve the security of your
Account;
the repeated use of an incorrect PIN may cause your CashCard to be retained. It
also sometimes happens that your use of the CashCard may be affected by the
failure of a cash machine, system failure, strikes, disputes or other circumstances

For some savings accounts Britannia does not issue a passbook or a CashCard.
We call them statement based Accounts. If your Account is a statement based
Account, we will issue a statement every three months or every 25 transactions
whichever comes frst, unless detailed otherwise in the Specifc Terms and
Conditions of the Account.

6. Operating your Account
Branch
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If the Specifc Terms and Conditions for your Account indicate that you may, or we
otherwise agree that you may, operate your Account through any of our branches,
the following conditions will apply:
to operate your Account you will be required to present:
• your passbook; or
• your CashCard; or
• for Statement based Accounts the most recent statement issued to you;
we may, for reasons of your security, and to fulfl our legal obligations, also ask
you to provide us with proof of your identity before allowing you to operate your
Account;
you will only be able to operate an account in a branch during its normal advertised
working hours.

Telephone service
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If the Specifc Terms and Conditions for an Account indicate that telephone account
managed services are available (‘Telephone Service’) the following conditions will
apply:
before you can use the Telephone Service you will frst need to activate it by
phoning us and giving us the following information (‘Security Details’):
• your Account number, which we will have provided to you when your Account
was opened;
• the security information which you provided on your application form; and
• a password which you will need to think of yourself for the purposes of future
identifcation (we will specify certain minimum requirements for the password,
such as the number of characters);
once the Telephone Service on your Account has been activated, when telephoning
us in connection with your Account you will need to provide your Account number
and the password mentioned above. We will hold the Security Details on fle for
your protection, to help us satisfy ourselves that the telephone caller is in fact the
account holder. You must never provide your full password over the telephone;
we may change or add to your Security Details at any time in order to protect you
and us. We will advise you if we do this;
you can only have one set of Security Details at any one time. If you have a Joint
Account each Account Holder must activate use of Telephone Service separately
using his or her own security information and providing us with his or her own
distinct password;
we may withdraw or restrict your access to our Telephone Service where we
reasonably believe:
• there may be fraudulent activity or other fnancial crime affecting the Account;
• the security of the Telephone Service has been compromised. We will let you
know in writing, where possible in advance but if not immediately afterwards,
where your Telephone Service is withdrawn or restricted together with the
reasons for the withdrawal or restriction unless doing so would compromise our
reasonable security measures or is otherwise unlawful;
you will only be able to use our Telephone Service during its normal working hours;
it is important that you keep your Security Details safe from misuse. Please see
condition 9 for more information on the steps you should take to preserve the
security of your Account.

Post
6.3
6.3.1
6.3.2
6.3.3

6.3.4

Card based Accounts
5.2

beyond our control or your CashCard may be damaged or retained by a cash
machine. While we do all we can to avoid this kind of problem, please note that
we cannot be held liable for any loss or inconvenience that may be caused by
conditions like these over which we have no direct control;
from time to time, we may replace or re-issue the CashCard for use on your
Account;
we will send you a statement of your Account after every 25 transactions, or every
three months, whichever comes frst.

If the Specifc Terms and Conditions for an Account indicate that you may, or we
otherwise agree you may, operate your Account through the post, the following
conditions will apply:
you can make payments to your account by cheque via the post. Conditions 7.14
and 7.15 contain further details on payments into your Account by cheque;
you should not send us cash via the post;
withdrawals can also be requested through the post by writing to us, provided the
withdrawal request is accompanied by the passbook (where applicable). For your
protection, payments to third parties may be subject to further verifcation, if this
is the case we will contact you promptly by telephone or letter. Therefore please
allow suffcient time for this to take place. All cheques will be sent to your address.
We do not accept faxed withdrawal requests;
where the Account is operated by post any correspondence issued by us is on the
basis of second class post, and we will process all transactions promptly on receipt.

Cash machine
6.4
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If the Specifc Terms and Conditions for an Account indicate that we will provide
you with a CashCard then you may operate your Account through an ATM and the
following conditions will apply:
you may take money out of your Account at an ATM using your CashCard and PIN.
Subject to any Specifc Terms and Conditions on administration charges, there
will be no charge for this if you use a Co-operative Bank cash machine. You can
also withdraw money from your Account at any other cash machine in the United
Kingdom displaying the LINK logo. However, other organisations may make a
charge for such withdrawals which will then be debited to your Account and shown
on your next statement. If other organisations charge for withdrawals from a cash
machine they should tell you this before you make a withdrawal;
the maximum withdrawal during any day will be set out in the applicable Specifc
Terms and Conditions. If no such limit is set out in the Specifc Terms and
Conditions, you will be able to withdraw up to £250 at a cash machine per day.

Internet
6.5
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If the Specifc Terms and Conditions for an Account indicate that internet managed
services are available, terms and conditions for internet use will apply and be
available on our website, in addition to these General Terms and Conditions and any
Specifc Terms and Conditions.

7. Payments in and out of your Account

Cheque payments out of your account

General provisions – payments in/withdrawals

7.16

7.1
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This condition 7 sets out terms and conditions which apply to payments in and out
of your account, including payments by:
• cash
• cheque
• Electronic Payment
• Internal Transfer.
Withdrawals and transfers from your Account will be subject to the Specifc
Terms and Conditions applicable to the Account. Please review the Specifc Terms
and Conditions for your Account for any restrictions or charges applicable for
withdrawals or transfers which can be made from your Account. Unless the Specifc
Terms and Conditions specify otherwise you can withdraw from your Account
without charge (other than in the case of CHAPS payments where we will charge
a CHAPS fee). You can cancel a request for a withdrawal on a Bank Working
Day during our normal advertised working hours up until the time at which your
Account has been debited. Once you have instructed us to make a withdrawal
and the Account has been debited in accordance with your instruction, we cannot
reverse the instruction.
Unless the Specifc Terms and Conditions of your Account specify otherwise, you
can pay money into your Account after it has been opened. However:
there may be a maximum balance for your Account, and you will not be able to pay
any more money in once your Account has reached this maximum. You will fnd
details of the maximum balance, if any, in the Specifc Terms and Conditions that
apply to your Account; and
we can, at any time, without notice, restrict the amount that can be paid in or refuse
a payment into any Account if we have contacted you to ask you to provide us with
additional identifcation which has not been provided, where it is reasonable for us
to do so.
The Specifc Terms and Conditions may specify if a minimum balance applies for
your Account. If the balance of your Account falls below the minimum fgure set
out in the Specifc Terms and Conditions for the particular Account after making
a payment out of your account, we may make charges for administering your
Account. These are explained in more detail in the applicable Specifc Terms and
Conditions.
If a cheque or any other payment into your Account is returned to us unpaid or is
returned by us to the sender, we will deduct from your account the actual amount
credited to your Account as well as interest we have paid on that amount.
We may be compelled by law to make payments to a third party (e.g. a Child
Support Agency deduction order) or take other action in relation to your Account
(e.g. freezing funds). Where possible we will tell you when this happens.

Electronic Payments in and out of your account
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In addition to the other provisions of these General Terms and Conditions and the
Specifc Terms and Conditions for an Account we can, at any time, without notice,
restrict the amount which can be withdrawn or refuse a withdrawal from any
Account if:
we reasonably believe that there may be fraudulent activity or other fnancial crime
affecting the Account;
we are required to do so by any law, regulation or court order;
there is a dispute (which we reasonably believe may be genuine) about the
ownership of, or entitlement to, the money in the Account;
we reasonably believe that the account details or reference details provided are
incorrect;
if you do not have available money (by way of cleared funds) in your Account; or
if we have contacted you to provide us with additional identifcation which has not
been provided, where it is reasonable for us to do so.
Overdrafts are not permitted on any of our Accounts to which these General Terms
and Conditions apply. If your Account should become overdrawn, you will need to
repay the amount of the overdrawn balance immediately. Subject to condition 16.3,
we may use some or all of the money in any other Account you have with us to
reduce or clear the overdrawn balance.
If we restrict the amount that can be withdrawn from any account or refuse to carry
out an Electronic Payment we will tell you of that decision and our reasons for it
(either personally, on the phone or in writing) unless it is unlawful for us to do so,
within the timings set for the relevant transfer specifed in condition 7.19. If your
request for a withdrawal or payment to be made is refused by us or access to your
Account is blocked or suspended, then please telephone us on 0800 132 304. We
will explain the reasons for the refusal or suspension (unless such a notifcation is
unlawful) and what action you may be able to take to correct this. Where you do
not think we were justifed in restricting or refusing a transaction you should make a
complaint in accordance with our complaints procedure.

Cash payments in and out of your account
7.10
7.11
7.12

7.13

We will not accept cash payments in any currency other than sterling and you
cannot make withdrawals in cash from the Account in any currency other than
sterling.
Cash paid into your Account before 4.30pm on a Bank Working Day will be credited
and available immediately for withdrawal from when it is received by us.
Subject to there being suffcient funds in your Account and the maximum daily cash
machine withdrawal limits set out in condition 6.4.2, you may take up to £500 in
cash out of your Account per day. You can only take cash out of your Account via a
branch or cash machine.
You must not send us cash via the post.

Paying a cheque into your Account
7.14

7.15

If you pay money into your Account by cheque, the cheque will be put through a
clearing process. The following timescales will apply. We call the day we receive the
cheque ‘Day zero’ and subsequent days are called ‘Day one’, ‘Day two’ and so on.
• On Day zero you will start to earn interest.
• On Day six you will be able to withdraw the funds (if your Account allows
withdrawals).
• By the end of Day six you can be certain that the money is yours and cannot be
reclaimed without your permission (as long as you have not been fraudulent or
knowingly party to the fraud). However, up until the end of Day six, a cheque may
still be returned unpaid and the money may be reclaimed from your Account.
Up until the beginning of Day six you will not be able to withdraw any money
against the cheque. Only Bank Working Days are counted when calculating these
timescales and Saturdays, Sundays and Bank Holidays in England are not Bank
Working Days. Please note that if a cheque is paid in on a day which is not a Bank
Working Day, Day zero will be the next following Bank Working Day (although if a
cheque is paid in on a Saturday we will pay interest from that Saturday).
If you pay in money by cheque, please make it payable to yourself as the account
holder. Alternatively, make the cheque payable to ‘Britannia’, writing your Account
number immediately after on the same line.
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In addition to updating any passbook whenever it is used and providing statements
in accordance with condition 5.3 we will provide you, on request, with information
relating to each Electronic Payment to and from your Account. This will include
for each Electronic Payment the date and amount of the Electronic Payment,
a reference enabling you to identify the payment, the amount of any charges
(including, where appropriate, a breakdown of those charges) relating to the
Electronic Payment, where appropriate information relating to the sender/recipient
and where applicable the exchange rate used and the amount paid/received in
the foreign currency. You can request this additional information up to once a
month and it will be provided to you in writing for example, in a statement or your
passbook.

Electronic Payments out of your account
7.19

7.19.1

Our right to refuse to make a payment
7.7

If you wish to withdraw more than £200,000 by cheque at any one time you must
give us at least two Bank Working Days’ notice.
If you withdraw money via cheque, the amount will be deducted from your Account
immediately and the cheque cannot be stopped unless it is reported as being lost or
stolen before it has been cashed.

7.19.2

7.19.3
7.19.4

You cannot make payments from your Account by standing order or Direct Debit
or BACS. If the Specifc Terms and Conditions for an Account indicate that you may
make payments from your Account by:
• Faster Payment, or
• CHAPS, or
• we otherwise agree to you making a payment from your Account by Faster
Payment or CHAPS, the following conditions will apply:
when you tell us to make a payment in sterling to a recipient in the United Kingdom,
and provided you tell us before 4:00pm for Faster Payments and payments
by CHAPS on a Bank Working Day, the maximum time it will take to reach the
recipient’s bank will be the end of the next Bank Working Day following the
Bank Working Day we receive your request. If you tell us after 4:00pm for Faster
Payments or CHAPS it may take an additional Bank Working Day to reach the
recipient’s bank. Where possible, and unless you request us to make the payment
by CHAPS, we will use the Faster Payments system. There may be occasions when
we are unable to make a payment on your behalf, these include where:
• the account details or reference details provided are incorrect; or
• the recipient’s bank does not accept Faster Payments; or
• the payment you instruct us to make is above the Faster Payment scheme limit; or
• you do not have available money in your Account by way of cleared funds.
You will be notifed at the time of request, either by telephone, in branch, or in
writing that the payment cannot be made and the reason for this. If you are not in
attendance at the time of your request (e.g. future dated payment), we will notify
you either by telephone, through online servicing or in writing. Where a Faster
Payment cannot be made we will offer you alternative payment arrangements such
as CHAPS. There will be a charge for this service details of which will be provided
to you before we proceed with the payment. If alternative payment arrangements
are not available or you do not wish to send your payment via CHAPS we may not
be able to make the payment electronically. For information on Faster Payments
fnancial limits please see our website, ask in branch or contact us on 0800 132 304
(weekdays 8:00am to 8:00pm, Saturdays 9:00am to 12:00 noon);
to make a payment by Faster Payment or CHAPS from your Account you will need
to provide us with the account number for the account you wish to send the money
to and the sort code. In making the payment we use ONLY the account number
and sort code. It is your responsibility to ensure that you give us the correct
information. If this information is wrong we will not be responsible to you or the
intended recipient for failure to credit the intended recipient’s account of any
resulting loss of funds. This applies even if you also supply other information such
as the intended recipient’s name;
if you or the intended recipient ask us to assist in tracking or recovering funds sent
using incorrect information, we will use reasonable efforts to do so and may charge
you our reasonable costs for this;
for your protection there may be a delay in us carrying out your payment
instructions while monitoring and/or fraud protection checks take place.

Electronic Payments out of your account (overseas)
7.19.5

If you ask us to pay monies from your Account in a currency other than sterling,
the sterling amount withdrawn will be converted into the required currency during
the course of it being sent to the recipient. We make overseas payments through
other banks chosen by us. We will tell you the exchange rate, any charges applied
and the amount of the currency paid after the currency conversion on request in
accordance with condition 7.18. The exchange rates we use are those applied by
the bank which converts the payment. You can contact us for the exchange rates
we use during normal working hours, the rate quoted may not be the rate available
to you when the payment is made as the exchange rates we use vary throughout
the day. There is a charge applied in relation to foreign currency payments, this will
have been provided to you with your Account literature and is available on request
from us:
7.19.6
if we agree to you making a payment overseas by international electronic payment
then condition 7.19.1 and 7.19.2 shall not apply and the following conditions shall
apply instead:
7.19.6.1
To make a payment from your account, you will need to give us details of the
account you want to make the payment to. This is usually the sort code and
account number (or the equivalent information for payments outside the UK).
It’s your responsibility to check that the details are correct before asking us to
make a payment. If the information you provide is incorrect or incomplete we
will not be responsible to you or the intended recipient for failure to credit the
intended recipient’s account or any resulting loss of funds. This applies even if
you also supply other information such as the intended recipient’s name. If you or
the intended recipient ask us to assist in tracking or recovering funds sent using
incorrect information, we will use reasonable efforts to do so and may charge you
our reasonable costs for this;
7.19.6.2
the maximum amount of time it will take the payment to reach the recipient’s bank
will be:
7.19.6.2.1 for payments in euro or sterling to a bank within the EEA, the end of the next Bank
Working Day following the Bank Working Day we receive your request. If we
receive your request after 1.30pm on a Bank Working Day it may take an additional
Bank Working Day;
7.19.6.2.2 for payments in other EEA currencies to a bank within the EEA, the end of the fourth
Bank Working Day following the Bank Working Day we receive your request. If we
receive your request after 1.30pm on a Bank Working Day it may take an additional
Bank Working Day; or
7.19.6.2.3 for payments to banks outside the EEA, dependent on the country in which the
relevant bank is located.

Electronic Payments into your Account
7.20

7.20.1

7.20.2

7.20.3

If the Specifc Terms and Conditions for an Account indicate that you may make
payments into your Account by:
• BACS, Direct Debit, standing orders; or
• Faster Payments; or
• CHAPS; or we otherwise agree to you making such a payment to your Account,
the following conditions of these General Terms and Conditions will apply:
to enable money to be sent to your Account you must provide the sender with the
following:
• For payments by CHAPS: The account number 00000000 the Sort Code:
08-91-06 and your roll number.
• For all other Electronic Payments: The account number 00000000 and Sort Code
57-13-27 and your roll number.
If the information provided to the sender is wrong we will not be responsible
to you or the sender for failure to credit your Account or any resulting loss of
funds. This applies even if the sender also supplies other information such as your
name. If you or the sender ask us to assist in recovering funds where incorrect
information has been provided to the sender, we will use reasonable efforts to do
so and may charge you our reasonable costs for this;
money received will start to earn interest, from the day we receive it provided that
we receive it on a Bank Working Day, otherwise it will start to earn interest on
the next Bank Working Day. Subject to the Specifc Terms and Conditions, funds
will be available for withdrawal from when they are credited to your Account.
Electronic Payments will be credited to your Account on the day that we receive
them provided that they are received by us before 4pm on a Bank Working Day,
otherwise they will be credited to your Account on the next Bank Working Day;
if we receive monies electronically in a currency other than sterling then this will
be converted into sterling before we credit it to your Account. We will tell you
the exchange rate and the amount of the currency received before the currency
conversion on request in accordance with condition 7.18.

9.5

10. Tax
10.1

10.2
10.3

Internal Transfers from a Britannia Account to another Britannia Account
7.21

9.4

You can make an Internal Transfer where the Specifc Terms and Conditions of
both Accounts permit this or we otherwise agree. You will need to provide us
with the account numbers for the Accounts you wish to transfer the money from
and to. The payment will be credited to the Account you wish the transfer to be
made to immediately after it is debited from the Account you are transferring
the payment from. Provided that we receive your request for transfer on a Bank
Working Day, this will be completed on the day of your request otherwise it may
not be taken from your Account until the next Bank Working Day. If you request a
transfer by Internal Transfer on a date later than the date we receive your request
and you request the transfer to be made on a Bank Working Day the payment
will be debited from your Account and credited to the other Account on the day
you request the transfer to be made, otherwise it will be the next Bank Working
Day. For the purposes of this condition 7.21 only Bank Working Day includes a
Saturday.

8.2

8.2.1
8.2.2
8.2.3
8.3

11.1

11.2

There may be a minimum amount of money that you will need to keep in your
Account to earn the published rate of interest for that Account. This will be set out
in the Specifc Terms and Conditions for your Account. Where this applies, we may
pay you any rate of interest, including zero, if the balance falls below the minimum
set out in the Specifc Terms and Conditions for your Account.
Unless the Specifc Terms and Conditions for your Account specify otherwise,
we calculate interest on a daily basis and we pay you interest from the day we
receive a payment into your Account up to and including the day before you make
a withdrawal, or close your Account. You can check our current interest rates,
without charge, by:
calling us on 0800 132 304 (8:00am to 8:00pm, Saturdays 9:00am to 12:00 noon);
contacting any of our branches;
visiting our website at co-operativebank.co.uk
For accounts paying interest annually or monthly, interest payments made in a
leap year will be calculated on a 1/366th basis for each day. The calculation will be
on a 1/365th basis for each day when it is not a leap year.

9.2

9.3

You must take all reasonable security precautions to prevent misuse of your
Account, passbook, CashCard and your customer security details (this can include
PINs, Account and card details, and other security details which can include
security codes, passwords or secure personal information which allow you to
access your Account, including internet and Telephone Services). Failure to take
reasonable precautions may, subject to condition 15, result in you suffering
fnancial loss, in access to your Account being blocked or services restricted.
Reasonable security precautions can include:
• signing a CashCard as soon as you receive it;
• keeping your CashCard separate from your PIN;
• keeping your passbook, CashCard, statements and customer security details
safe and not allowing anyone else to use your passbook, CashCard, PIN or other
security details;
• not disclosing your CashCard or security details except when using your
CashCard or making payments or registering or resetting your security details to
use internet or Telephone Services;
• destroying the PIN advice slip immediately;
• never disclosing or writing down your PIN or security details in any way that can
be understood by someone else, including a Joint Account Holder;
• not choosing a PIN or security details which may be easy to guess;
• ensuring no-one hears or sees you when you are using your security details
or PIN;
• keeping receipts and statements safe and destroying them safely e.g. by
shredding;
• complying with all reasonable instructions we issue regarding keeping your
passbook, CashCard, PIN and security details safe;
• not allowing family or friends to use your CashCard, PIN or security details;
• following additional guidance we give you in the Internet Terms and Conditions
if you operate your Account online using online servicing and internet managed
services.
Please check your passbook regularly and any statements we send you as soon as
you receive them. You must inform us as soon as possible if you consider there are
any incorrect or unauthorised transactions and within 13 months for any incorrect
or unauthorised Electronic Payments. Please see condition 15 which explains your
liability for incorrect or unauthorised transactions.
If your passbook, CashCard, PIN, or security details are lost or stolen or you
think someone knows them or has used or tried to use them you must tell us
immediately you are aware by:
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While we try at all times to keep costs to a minimum, there may be occasions
when we make charges in relation to your Account. Details of the charges which
may be applied to and deducted from your Account are set out in the Specifc
Terms and Conditions for your Account and we will also tell you about charges we
may make in connection with Electronic Payments before you open your Account.
These charges may be changed in accordance with condition 12. We may also
apply other reasonable charges for specifc services provided on your request, you
will be notifed of the level of our charges for these services before you use the
service and whenever you ask us.
You can check our charges by:
• calling us on 0800 132 304 (weekdays 8:00am to 8:00pm, Saturdays 9:00am to
12:00 noon);
• contacting any of our branches; or
• visiting our website at co-operativebank.co.uk.

12. When we can make changes to interest rates, charges
and these General Terms and Conditions and the Specifc
Terms and Conditions
12.1
12.1.1

12.1.2
12.1.2.1
12.1.2.2
12.1.2.3
12.1.3

9. Security
9.1

We will pay you interest without deducting income tax. If you earn more interest
from your savings than the amount permitted as tax free income, you will have to
pay tax on the interest directly to HMRC. If you are not sure whether you will have
to pay income tax, you should seek separate professional advice or call your local
tax offce or HMRC.
If we believe that you may have tax obligations in other countries, we may disclose
information about you directly to those tax authorities, or to HMRC, which may
share the information with the other tax authorities.
The tax position affecting our accounts is subject to changes in the law. Other
taxes and costs may exist that are not paid via or imposed by us.

11. Charges

8. Interest
8.1

• contacting any of our branches or
• telephoning us:
• on 0800 132 304 (lines open 8:00am to 8:00pm Monday to Friday and 9:00am to
12:00 noon on Saturdays) if you have lost your passbook or if, in relation to the
Telephone Service, you have forgotten your Security Details or suspect someone
else knows them or may have had access to them;
• on 0345 121 7922 (lines open 24 hours a day) if your CashCard and/or PIN has
been lost, stolen, retained by a cash machine or comes into the possession of an
unauthorised person.
We will ask you to co-operate with us by providing information or other assistance
in connection with the loss or misuse of your passbook, CashCard, cheques, PIN
or security details. We may also give the police and any prosecuting authority
(for example Crown Prosecution Service) information about you or your Account
which we consider relevant to assist with any investigation of criminal activity.
In some instances we may ask you to contact the police in connection with
suspicious or criminal activity on your Account.
If you fnd your passbook, CashCard or cheques after having reported them lost
or stolen or you think someone has used or tried to use them you must not use
them. You must destroy them as appropriate, by cutting them into pieces and/or
returning them to us at Britannia House, Leek, Staffordshire Moorlands ST13 5RG.

12.1.4
12.2
12.3
12.4

12.5

We can:
increase or decrease interest rates, charges and make changes to interest tiers
(where applicable) to take account of an actual, or reasonably expected, change in
the interest rates we have to pay for example as a result of a change to the Bank of
England Base Rate; or
increase or decrease our interest rates, charges and make changes to interest tiers
(where applicable) and change any other terms or conditions to refect an actual,
or reasonably expected, change in:
our underlying costs; or
law or regulation, codes of practice or industry guidance that applies to us, a ruling
of a court, ombudsman or similar body or undertaking given to a regulator; or
our way of doing business, including the introduction of new technology;
make a change that is for your beneft, for example we might make these
conditions fairer or easier to understand, correct mistakes or refect changes in
technology; or
make changes to our interest rates, charges or any other terms or conditions
to refect any other actual or reasonably expected change that affects us if it is
reasonable for us to pass the impact of the change on to you.
If the Specifc Terms and Conditions for your Account specify that interest rates
payable on your Account are fxed, we will not make any changes to those
interest rates.
Any change we make will be reasonably proportionate to the impact of the
underlying change on us. We will not make changes to cover the same cost twice.
If your Account does not have a fxed term, we may also make changes to our
interest rates, charges and any other terms without a particular reason (for
example, increased competition may require us to change how we provide our
services and what we charge for them) but, if we do this, we’ll always explain
how the change will affect you and you will be able to end this agreement without
paying any extra charges or losing any interest due up to the date of switching or
closing if you don’t want to accept the change.
If there are any changes to the ISA Regulations that require us to make changes to
your account, we’ll apply them to your account as soon as they come into force.

How we can make changes
12.6
12.6.1
12.6.2

12.7
12.8

If we increase interest rates we pay you:
the higher rate will apply immediately; and
within the next 30 days we will tell you about the change on our website, by
branch notices, national press advertisements, statement messages or inserts or
by writing to you (this can include email) or by any combination of these methods
of communication.
We will give you at least two months’ notice before we make any other changes.
The changes will apply to your account automatically at the end of the notice
period, but if you do not want to agree to the change you can switch your account
or close it at any time up until the change takes effect without paying any extra
charges due or losing any interest up to the date of switching or closing. If you
do not switch or close your account we will assume that you have accepted the
change.

13. Duration/Closing or cancelling your Account
13.1

Unless the Specifc Terms and Conditions of your Account specify otherwise this
contract does not have a fxed or minimum duration.

13.2

13.3

13.4
13.4.1
13.4.2
13.5

You have 14 days from the date that your Account was opened within which to
cancel it, and you will not suffer a loss of interest although you may still be charged
for any services that you have received before your Account is cancelled. We will
help you to switch to another of our accounts or give you your money back, as
you wish. You must make sure that your request to cancel is sent to us within 14
days of opening your Account. Notice of cancellation must be given in person at
any of our branches or in writing and sent to us either at Britannia House, Leek,
Staffordshire Moorlands ST13 5RG or any branch. Where your Account investment
is paid by cheque we cannot return the funds to you until the cheque has cleared.
Also, where you want us to return cash to you, we cannot send cash in the post
and our branches are not normally able to return cash amounts greater than £500.
We will not accept cancellation instructions by telephone, email or by fax. If you
choose not to cancel, these General Terms and Conditions and the Specifc Terms
and Conditions for the Account including any interest rates and account charges,
will apply.
You are free to close your Account with Britannia, without giving any reason.
However, subject to condition 12.8, you will be subject to any notice period,
charge, or maturity date set out in the Specifc Terms and Conditions of your
Account.
We can close your Account and repay any money in it without giving any reason,
but before doing so we will give you written notice as follows:
where the Specifc Terms and Conditions of your Account require you to give more
than two months’ notice to withdraw your money without charge, we will give you
notice of at least the minimum period for your Account;
in all other cases, we will give you notice of at least two months.
Where the relationship between you and us has irretrievably broken down
(for example, you have been threatening or abusive towards our staff or have
otherwise not treated our staff respectfully or you have acted fraudulently) we
will treat you as being in breach of these General Terms and Conditions and can
immediately terminate this agreement and close your Account. If we terminate
this agreement and close your Account we will return your investment to you
with any interest we owe. This is unless we reasonably believe that any part of the
investment has been unlawfully obtained in which case we will not return that part
of the investment or interest on the investment.

Liability in abnormal or unforeseeable circumstances
15.10

16. General
16.1

16.1.1
16.1.2
16.1.3
16.1.4
16.1.5
16.2

13.6.1

13.6.2

An account is no longer available for the purposes of this condition 13.6 if it is not
available to new customers, in which case the following conditions will apply:
if an account is no longer available we may switch the Account to another of our
accounts which we consider appropriate. If we seek to do this we will write to you
at least two months in advance to tell you:
• that the account is no longer available; and
• about our other accounts;
if you do not wish us to switch the Account then we will help you to switch to one
of our other accounts without any notice period and without losing any interest,
or paying any charges, up to the date of switching, or paying extra charges and we
will let you close the Account without any notice period and without paying any
extra charges.

Set-off

16.3.1

If you have money in one of your accounts we may set it off against any amount
you owe us which is due for payment, so that it reduces or repays the amount you
owe us. We will do this if we think it is reasonable to do so, taking into account
your circumstances (including making sure that you will still have enough money
to meet essential living expenses) and any regulatory requirements.
Note:
• ‘We’ and ‘us’, for these purposes, includes our smile, Co-operative Bank
and Britannia brands.
• Amounts owed to us and due for payment include, for example, amounts
owed under a loan, credit card, mortgage or overdraft.

16.3.2

14. Inactive Customer Accounts
14.1

14.2

If you do not make any transactions on your Account for a period of three years,
we may, unless your Account is a fxed term Account, treat your record as being
inactive. If so, we may cease to communicate with you regarding your Account
including stopping sending you statements and letters about your Account.
However, if we decide to treat your Account as inactive, your money will always
be your property or, if you die, it will become part of your estate.
If you later contact us we will re-activate your Account, subject to us verifying your
identity at the time using our standard security requirements. In this case you will
receive any interest you would have been entitled to had your Account not been
treated as inactive.

16.3.3

16.3.4

15. Liability
Liability for the incorrect execution of authorised payments
15.1

15.2
15.3

15.4

15.5

We are responsible to you for the correct execution of your payments unless we
can show that the recipient bank did receive the funds. On your request we will
make immediate efforts to trace the funds and tell you of the outcome. If we have
made an error we will without undue delay restore your Account to the state it
would have been in had the error not taken place.
We will not be responsible for any incorrectly executed Electronic Payment notifed
to us after 13 months.
Conditions 7.19.2, 7.19.6.1 and 7.20.1 also contain limits on our liability for
Electronic Payments to and from your Account where you or the sender provide
incorrect or incomplete information about the person or account (including
account number and sort code) to which a payment should be made.
If we fail to credit your Account with funds intended to be paid to you and which
we receive with the correct information (sort code and account number), we
will immediately make the amount available to you including, where applicable,
crediting your account with the amount of those funds.
If you are entitled to a refund of a payment we will reimburse you for any interest
and charges you have incurred as a result of the incorrect execution.

Liability for unauthorised payments
15.6

15.7
15.7.1
15.7.2
15.7.3
15.8
15.9

Subject to condition 15.7, the maximum you will have to pay to us if your
passbook, CashCard, PIN or security details are used without your permission is
£50. If they are used with your permission or as a result of you acting fraudulently
or without reasonable security precautions (see condition 9), or if you have
deliberately or with gross negligence failed to inform us without undue delay of the
loss, theft, misuse or suspected misuse of your CashCard, PIN or security details,
you may have to repay all losses.
Unless you have been fraudulent, you will not be liable for any losses incurred in
respect of unauthorised payments:
occurring after notifcation under condition 9.3;
where we have failed to provide a notifcation process to allow you to report the
potential misuse of your passbook, CashCard, PIN or security details unless the
failure to provide the service was beyond our reasonable control;
before you received the CashCard used to authorise the payment.
In the case of a disputed transaction the purpose of proving fraud or gross
negligence will lie with us.
Where you are not liable for an unauthorised payment we will refund the amount
of the unauthorised payment and restore your Account to the state it would
have been in had the unauthorised payment not taken place. We will do this
immediately. If you notify us before 3.30pm on a Bank Working Day, the amount
will be refunded to you on the same day; if you notify us after 3.30pm, you will be
refunded on the next Bank Working Day.

We can suspend all or some of our obligations in this contract and/or your right
to make withdrawals if circumstances beyond our reasonable control prevent us
from offering a normal service (such as in the event of terrorist threat, computer
systems failure or strikes) or if circumstances exist which lead us reasonably to
believe our fnancial stability is under threat (such as where rumours cause actual
or potential abnormal levels of cash withdrawals). If we do take such steps we will:
act proportionately to the circumstances in question;
take all reasonable steps to ensure that the restrictions are lifted as soon as
practical and to minimise the inconvenience to you;
take into account the interests of our customers as a whole;
if practical, give advance notice; and
consider exceptions to the restrictions if we are reasonably satisfed that
substantial hardship would otherwise be caused.
It is our aim to ensure a complete service at all times but we will not be responsible
when failure is caused by abnormal or unforeseeable circumstances beyond our
control (or our agents’ control) the consequences of which would have been
unavoidable despite our efforts to the contrary.

16.3

Accounts no longer available
13.6

Where the non-execution or defective execution of a transaction by us was due to
abnormal or unforeseeable circumstances beyond our control, the consequences
of which would have been unavoidable despite all efforts to the contrary, the
liability provisions in this condition 15 shall not apply to that incorrectly executed
transaction.

16.3.5
16.3.6

We can use our set-off right, where you have accounts which are only in your
name as well as joint accounts you hold with another person (X) as shown below:
Money in account for:

Set off against money owed by:

You only

You

You only

You and X

You and X

You and X

You and X

X

You and X

You

We can use money you have in your account even if there is a court decision
against you or you are fned (including interest arising after the date of the fnal
decision or fne), unless the court instructs us otherwise, or we are otherwise
prevented by law.
Occasionally we receive legal instructions or notices to hold a customer’s money
for someone else, or to pay it to someone else. If this happens, the money we hold
for the other person will be what is left after we have used our right of set-off,
including any interest arising after the legal instruction or notice (unless we decide
otherwise or we are prevented by law or regulation).
We’ll write to you 14 days before we make any set-off between your accounts to
let you know the date and details of the action we’ll take.
If we use money from an interest-bearing account, interest will be applied to
the money in that account up to the date of set-off. After the date of set-off,
interest will only be payable on any credit balance remaining in your accounts
as applicable. We won’t use balances on any Individual Savings Accounts (ISAs),
children’s savings or fxed-term accounts before maturity to set off amounts that
you owe.

Contacting you
16.4

16.5

16.6

16.7

16.8
16.8.1
16.8.2
16.9
16.10
16.11
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We will contact you and give you notices we need to give you using the most
recent details you have given us. Whenever in this agreement we say we’ll contact
you for any reason we will use post, telephone or any electronic or digital message
(including internet, email and SMS) as appropriate. ‘Care of’ or P.O. Box numbers
are not permitted as a residential address. We’ll assume that you have received any
letter or other personal notice we send using your contact details within three Bank
Working Days after we have posted it or sent it. You must tell us immediately of
any change of address and other details. We may ask for evidence of the change.
If, due to an accident or oversight, we fail to send you a communication or display
a notice, either at our Customer Support Centre, at any branch, in any newspaper
or on our website in a particular way whilst correctly having communicated with or
notifed you in some other appropriate way, the contents of the communication or
notice will still apply to your Account and the accident or oversight will not make
the communication or notice invalid.
We do not have to recognise the interest or claim of any person other than the
account holder(s) in respect of the money held in your Account, except where
we are legally required to do so. We will not be liable in any way for failing to
recognise any such interest or claim.
If you wish to transfer between Accounts held with Britannia, you will be bound
by the Specifc Terms and Conditions existing on your present Account. Once
you have opened your new Account, you will be bound by the Specifc Terms and
Conditions relating to the new Account.
Any notice or other document to be served by you on us may be served:
by leaving it, addressed to the secretary at the Registered Offce; or
by sending it by post, or delivering it to that offce.
Telephone calls may be recorded and/or monitored.
We reserve the right to withdraw an Account from sale at any time and without
prior notice.
We may transfer our rights and/or responsibilities under the agreement to any
person if:

16.11.1
16.11.2
16.12

that person is authorised to accept deposits and writes to you and undertakes to
carry out all our duties and obligations under this agreement. If it does so, you
agree that we will be released from all those duties and obligations;
we reasonably believe such person is capable of performing our responsibilities.
In making any transfer we will comply with any regulatory requirements.
You may not transfer your rights or responsibilities under this agreement to
another person.

17. Law and language applicable to the contract
17.1

If you open a savings Account with us we will always communicate with you in
English. The contract that you enter into with us when you open an Account is
also in English, it will be governed by English Law and any dispute which arises in
relation to this agreement shall be dealt with by any court in the UK, Isle of Man and
Channel Islands which is able to hear the case. English Law will also govern any
pre-contract relationship existing between us.

18. Customer service
18.1

If you have a complaint please telephone us on 0800 840 4986 or write to Customer
Response, Britannia, Britannia House, Leek, Staffordshire Moorlands ST13 5RG.
For more information, contact us or visit www.co-operativebank.co.uk/complaints
If you still remain unhappy with our response you may be entitled to refer your
complaint to the Financial Ombudsman Service, Exchange Tower, London E14 9SR
or telephone 0300 123 9123 or email complaint.info@fnancial-ombudsman.org.uk.
For more information visit: www.fnancial-ombudsman.org.uk.
The Financial Ombudsman Service is a free service set up to help resolve individual
disputes between customers and businesses providing fnancial services in the UK.
If you purchased your Account online you may also have the option to refer your
complaint to the Financial Ombudsman Service using the Online Dispute Resolution
platform. The platform has been established by the European Commission to
provide an online tool for consumers to resolve disputes about goods and services
purchased online. The platform can be found at http://ec.europa.eu/consumers/odr/

Please call 0800 132 304* if you would like to receive this information in an alternative format such as
large print, audio or Braille.
The Co-operative Bank p.l.c. is authorised by the Prudential Regulation Authority and regulated by the Financial Conduct Authority and the Prudential Regulation Authority (No.121885).
The Co-operative Bank, Platform, smile and Britannia are trading names of The Co-operative Bank p.l.c., P.O. Box 101, 1 Balloon Street, Manchester M60 4EP. Registered in England and Wales
No. 990937. Credit facilities are provided by The Co-operative Bank p.l.c. and are subject to status and our lending policy. The Bank reserves the right to decline any application for an account or
credit facility. The Co-operative Bank p.l.c. is a member of the Council of Mortgage Lenders and subscribes to the Lending Code which is monitored by the Lending Standards Board.
*Calls to 0800 and 0808 numbers are free from landlines and mobiles. Calls to 03 numbers cost the same as calls to numbers starting with 01 and 02. Calls to 0845 and 0870 numbers cost 3p
per minute, plus your phone company’s access charge. Calls to 0844 and 0843 numbers cost 7p per minute, plus your phone company’s access charge. Calls may be monitored or recorded for
security and training purposes.
Information correct as at 04/2016
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