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1.1 General application

The general application rule.....................................................................................................
This sourcebook applies to a firm with respect to the activity of accepting
deposits from banking customers carried on from an establishment
maintained by it in the United Kingdom and activities connected with that
activity.

Application to payment services and electronic money.....................................................................................................
In addition to the general application rule, Chapter 2 of BCOBS applies to a
firm (other than a credit union), an electronic money institution, a payment
institution and a registered account information service provider with respect
to the provision of payment services or issuance or redemption of electronic
money carried on from an establishment maintained by it or its agent in the
United Kingdom and activities connected with those activities. These persons
are referred to collectively in Chapters 1 and 2 of BCOBS as “providers”.

Limitations on the general application rule and BCOBS
1.1.1AR.....................................................................................................
The general application rule is modified:

(1) in the chapters of this sourcebook for particular purposes; and

(2) in ■ BCOBS 1 Annex 1 for certain types of firm in relation to the sale of
structured deposits.

Except as provided for in ■ BCOBS 1.1.4R, this sourcebook does not apply to:

(1) payment services where Parts 6 and 7 of the Payment Services
Regulations apply; or

(2) a person or firm which has permission for accepting deposits but only
for the purposes of, or in the course of, an activity other than
accepting deposits.

(1) Chapters 2, 2A, 5 and 6 of BCOBS (except for ■ BCOBS 5.1.10AR to
■ BCOBS 5.1.19 R) and ■ BCOBS 4.3 and ■ 4.4 apply to payment services
where Parts 6 and 7 of the Payment Services Regulations apply.
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(2) Chapter 3 of BCOBS applies to payment services where Parts 6 and 7
of the Payment Services Regulations apply with the modifications set
out in ■ BCOBS 3.1.2 R(2).

(3) [deleted]

Guidance on the application of the Payment Services Regulations can be
found in ■ PERG 15.

■ BCOBS 2.2A, ■ BCOBS 2.2B, ■ BCOBS 4.1.2G(2A) to (2E), (3A), (6A) and (6B),
■ BCOBS 4.1.4AG(2)(a), ■ BCOBS 4.4, ■ BCOBS 5.1.3AG, ■ BCOBS 5.1.3BG,
■ BCOBS 5.1.5AR, ■ BCOBS 5.1.5BG, ■ BCOBS 5.1.13R, ■ BCOBS 7 (except as applied
by ■ BCOBS 7.1.4R) and ■ BCOBS 8 do not apply to a credit union.

■ BCOBS 2 (Communications and financial promotions) does not apply to the
provision of payment services, the issuance of electronic money or activities
connected to those activities by a credit union, except to the extent that the
activity is connected to the activity of accepting deposits from banking
customers.

Exclusion of liability.....................................................................................................
A firm or a provider must not seek to exclude or restrict, or rely on any
exclusion or restriction of, any duty or liability it may have to a banking
customer, a payment service customer or an electronic money customer
unless it is reasonable for it to do so and the duty or liability arises other
than under the regulatory system.

The general law, including the Unfair Terms Regulations (for contracts
entered into before 1 October 2015) and the CRA, also limits the scope for a
firm to exclude or restrict any duty or liability to a consumer.

Structured deposits.....................................................................................................
A firm that carries on the activity of accepting deposits which are structured
deposits should refer to ■ BCOBS 1 Annex 1.
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BCOBS 1 : Application Annex 1

1Structured deposit business

Application of BCOBS to firms selling structured deposits

1.1 R
The BCOBS provisions shown below do not apply to a MiFID investment firm, a third
country investment firm or a MiFID optional exemption firm in relation to the sale of
structured deposits subject to the rules specified in COBS 1.1.1AR(2).

BCOBS provision Description

BCOBS 2 Communications with banking customers and
financial promotions

BCOBS 4 (other than BCOBS 4.1.4AG Information to be communicated to banking
and BCOBS 4.3) customers

1.2 G A firm to which BCOBS 1 Annex 1 paragraph 1.1R applies should read and understand
the reference to the appropriate information rule in BCOBS 4.1.4AG as referring to
COBS 2.2A.2R.

1.3 G A MiFID investment firm, a third country investment firm or a MiFID optional exemp-
tion firm that sells structured deposits should consider COBS 1.1.1AR to COBS 1.1.1ABR.
These rules specify how certain provisions in COBS apply to a firm in relation to the
sale of structured deposits.

Financial promotions relating to structured deposits

1.4 G (1) BCOBS 2 contains rules which apply to a firm when it communicates a financial pro-
motion that is not an excluded communication or when the firm approves a financial
promotion.

(2) If a financial promotion relates to a structured deposit, rules relating to past, simu-
lated past and future performance in COBS 4.5A or COBS 4.6 will also apply.

Structured deposits as PRIIPs

1.5 G
Firms are reminded that structured deposits are PRIIPs and that the provisions of the
PRIIPs Regulation are also relevant to such products. The PRIIPs Regulation requires a
person who advises on, or sells, a PRIIP to provide a retail investor (as defined in the
PRIIPs Regulation) with the key information document for that PRIIP.

1.6 G Where a firm is required to provide information in a key information document, it
will not be required to provide the same information under BCOBS 4.1.

[Note: BCOBS 1.1.4R(3) and article 13 of the PRIIPs Regulation]
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2.1 Purpose and Application: Who and
what?

Principle 6 requires a firm to pay due regard to the interests of its customers
and treat them fairly. Principle 7 requires a firm to pay due regard to the
information needs of its clients and communicate information to them in a
way which is clear, fair and not misleading. Principles 6 and 7 also apply to
an electronic money institution, a payment institution and a registered
account information service provider with respect to provision of payment
services and the issuance of electronic money. This chapter reinforces these
requirements by requiring a firm and these other providers to pay regard to
the information needs of banking customers, payment service customers and
electronic money customers when communicating with, or making a financial
promotion or a payment service or electronic money promotion to, them and
to communicate information in a way that is clear, fair and not misleading.

In addition to the general application rule (■ BCOBS 1.1.1 R), this chapter
applies to the communication, or approval for communication, to a person in
the United Kingdom of a financial promotion of a retail banking service
unless it can lawfully be communicated by an unauthorised person without
approval.

This chapter applies to a firm:

(1) communicating with a banking customer in relation to accepting
deposits;

(2) communicating a financial promotion that is not an excluded
communication; or

(3) approving a financial promotion.

This chapter applies to a provider:

(1) communicating with a payment service customer or an electronic
money customer in relation to the provision of a payment service or
the issuing of electronic money and activities connected with those
activities; or

(2) communicating a payment service or electronic money promotion.
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In accordance with ■ BCOBS 1 Annex 1 paragraph 1.1R, ■ BCOBS 2 does not
apply to a MiFID investment firm, a third country investment firm or a MiFID
optional exemption firm in relation to the sale of structured deposits. A
MiFID investment firm, a third country investment firm or a MiFID optional
exemption firm is subject to the rules specified in ■ COBS 1.1.1AR(2) in relation
to the sale of structured deposits.

Approving financial promotions: permission.....................................................................................................
(1) The effect of section 55NA of the Act is that a firm is unable to

approve a financial promotion unless:

(a) the firm is a permitted approver in relation to the financial
promotion; or

(b) an approver permission exemption applies.

(2) ■ SUP 6A contains guidance on applying for approver permission.
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2.2 The fair, clear and not misleading
rule

A firm or other provider must take reasonable steps to ensure that a
communication, financial promotion or payment service or electronic money
promotion is fair, clear and not misleading.

The fair, clear and not misleading rule applies in a way that is appropriate
and proportionate taking into account the means of communication and the
information that it is intended to convey. So a communication addressed to a
banking customer, a payment service customer or an electronic money
customer who is not a consumer may not need to include the same
information, or be presented in the same way, as a communication addressed
to a consumer.

The rules in ■ SYSC 3 (Systems and Controls) and ■ SYSC 4 (General
organisational requirements) require a firm to put in place systems and
controls or policies and procedures in order to comply with the rules in
■ COBS 4.6 (Past, simulated past and future performance), ■ COBS 4.7.1 R
(Direct offer financial promotions), ■ COBS 4.10 (Approving and confirming
compliance of financial promotions) and this chapter of BCOBS.

Part 7 (Offences relating to Financial Services) of the Financial Services Act
2012 create criminal offences relating to certain misleading statements and
practices.

A communication, financial promotion or payment service or electronic
money promotion should not describe a feature of a product or service as
"guaranteed", "protected" or "secure", or use a similar term unless:

(1) that term is capable of being a fair, clear and not misleading
description of it; and

(2) the firm or other provider communicates all of the information
necessary, and presents that information with sufficient clarity and
prominence, to make the use of that term fair, clear and not
misleading.

A communication, or payment service or electronic money promotion
relating to a currency transfer service is likely to be misleading if it presents
an exchange rate in a way that is likely to give the impression that the rate

https://www.legislation.gov.uk/ukpga/2012/21/2013-04-01
https://www.legislation.gov.uk/ukpga/2012/21/2013-04-01
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is available to a person or a class of persons if that rate is unlikely to be
obtained by that person or class of persons with respect to a typical
transaction.

The inclusion of wording in a communication or payment service or
electronic money promotion to the effect that an exchange rate shown is
not available to particular customers will not necessarily prevent the
presentation of the exchange rate being misleading.

A communication or a financial promotion that refers to sums available by
way of an authorised non-business overdraft agreement should make clear
that such sums constitute borrowing or credit.

A firm is reminded of its obligations under ■ ESG 4.3.1R when it
communicates or approves a financial promotion that references the
sustainability characteristics of a product or service.
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2.2A Summary box for savings accounts

(1) A firm must ensure that a direct offer financial promotion in relation
to a savings account includes a summary box in the form set out in
■ BCOBS 2 Annex 1R.

(2) In the case only of a direct offer financial promotion on paper, it is
sufficient for the purposes of (1) if the direct offer financial
promotion is accompanied by a summary box on a separate sheet.

(3) The summary box must contain, in the sequence of rows set out in
the table in ■ BCOBS 2 Annex 1R:

(a) the headings prescribed in the first column in the table in
■ BCOBS 2 Annex 1R; and

(b) the corresponding information described in the second column in
the table in ■ BCOBS 2 Annex 1R.

(4) In the case of a direct offer financial promotion communicated by
voice telephony:

(a) this rule (except for this paragraph) does not apply; and

(b) the firm must provide each of the items of information described
in the second column in the table in ■ BCOBS 2 Annex 1R (except
for the information in the row that includes the heading “What
would the estimated balance be after [x] months based on a £[x]
deposit?”) orally in clear, easily understandable language during
the telephone communication.

(5) The firm must present the summary box in clear, easily
understandable language and in a prominent way.

(6) In the case of a direct offer financial promotion communicated in an
electronic medium which is constrained by space, a firm may amend
the form of the summary box where to do so would make the
presentation of the information clearer in that particular electronic
medium.

(7) Where more than one rate of interest may apply to a savings account,
the summary box must show each rate of interest with equal
prominence. In particular, the lowest rate of interest that may apply
to the savings account must not be given any less prominence in the
summary box than the other rate or rates of interest shown in the
summary box.

(8) The summary box must not include any information other than the
information described in the table in ■ BCOBS 2 Annex 1R.
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(9) The summary box may relate to more than one savings account
provided that the information in relation to each respective account
is presented in a separate column in the summary box and is clearly
distinguishable from information in relation to other accounts.

(1) The summary box should be completed in accordance with the
guidance set out in the notes to the summary box in
■ BCOBS 2 Annex 1R.

(2) The requirement under ■ BCOBS 2.2A.1R is to include the rate or rates
of interest that apply to the savings account in the summary box
itself. It is not, therefore, permissible to simply refer in the summary
box to a separate webpage or document where the rate or rates of
interest can be found.

(3) Where the rate of interest that applies to a savings account may
change depending on the period that has elapsed since it was opened
or on whether certain conditions are met, a firm should incorporate
the table set out in ■ BCOBS 2 Annex 2G in the row of the summary box
that includes the heading “What is the interest rate?” unless it would
be misleading to do so.

(4) The effect of ■ BCOBS 2.2A.1R(1) is that the summary box must be
incorporated in the direct offer financial promotion itself. It is not
sufficient, for example, to include in a direct offer financial
promotion that appears on a website a link to a separate page
containing the summary box. ■ BCOBS 2.2A.1R(2) provides a limited
exception to this where a direct offer financial promotion is on paper,
in which case the summary box may accompany the direct offer
financial promotion as a separate document.

(5) The effect of ■ BCOBS 2.2A.1R(8) is that any additional information in
relation to a savings account that a firm chooses to provide must
appear outside the summary box.

(6) A firm may wish to include a statement in close proximity to the
summary box that the information provided in it is a summary of the
key features of the savings account and is not intended to be a
substitute for reading the terms and conditions that apply to the
account.
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2.2B General information about
overdrafts for personal current
accounts

(1) A firm must ensure that a direct offer financial promotion includes
the information set out in ■ BCOBS 2.2B.2R if:

(a) it relates to an account, other than a current account mortgage
which:

(i) is a payment account within the meaning of the Payment
Accounts Regulations; and

(ii) does not fall within paragraph (2); and

(b) it is made in writing.

(2) An account falls within this paragraph if it is offered on terms that:

(a) an agreement which provides authorisation in advance for the
banking customer to overdraw on the account cannot arise; and

(b) either:

(i) the account cannot become overdrawn without prior
arrangement; or

(ii) no charge is payable (by way of interest or otherwise) if the
account becomes overdrawn without prior arrangement; and

(c) no charge is payable where the firm refuses a payment due to
lack of funds.

(3) In the case only of a direct offer financial promotion on paper, it is
sufficient for the purposes of (1) if the direct offer financial
promotion is accompanied by the required information on a separate
sheet.

The information required by this rule is:

(1) general information about overdrafts consisting of, so far as is
relevant to the account or accounts that are the subject of the direct
offer financial promotion:

(a) an explanation that an overdraft is a borrowing or credit facility;

(b) a general description of the nature and principal features of
arranged and unarranged overdrafts associated with the personal
current accounts offered by the firm;

(c) a general explanation of the principal risks associated with:
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(i) overdrawing without prior arrangement; and

(ii) opting out of an unarranged overdraft facility (if the firm’s
terms and conditions permit this).

(d) a general explanation of what may happen when a customer
attempts to exceed an arranged overdraft limit or to overdraw in
the absence of an arranged overdraft;

(e) a general explanation of how the use of an arranged or
unarranged overdraft might impact a banking customer’s credit
file;

(2) information about the availability of the following tools and how a
banking customer can access them:

(a) the overdraft cost calculator required by ■ BCOBS 8.2; and

(b) (if ■ BCOBS 8.3 applies to the firm in relation to the personal
current account) the overdraft eligibility tool required by
■ BCOBS 8.3.

(1) The information required to be included under ■ BCOBS 2.2B.2R must
be:

(a) concise;

(b) in clear, simple language; and

(c) presented prominently.

(2) The information required to be included under ■ BCOBS 2.2B.2R must
be presented together.

(1) A firm may consider including the following in the information
included to comply with ■ BCOBS 2.2B.2R(1):

(a) that overdrafts are primarily intended for short-term borrowing
and are not generally suitable for longer-term borrowing;

(b) an explanation of what an arranged overdraft is and how to
request one;

(c) an explanation of what an unarranged overdraft is and how it
might arise;

(d) that use of an overdraft will or may give rise to interest or other
charges (as applicable) and how a banking customer can find out
more; and

(e) that attempting to exceed a credit limit or become overdrawn
without a pre-arranged overdraft may result in items not being
paid and that this will or may incur charges.

(2) Where the nature and features of arranged and unarranged
overdraft facilities associated with the accounts that are the subject
of the direct offer financial promotion differ significantly between
accounts, the firm should set out the ways in which they differ.

(3) The information provided under this chapter should be general in
nature, but a firm may indicate where additional or more detailed
information can be found.
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(4) Information will not be treated as included prominently unless it is
presented, having regard to other content it is presented alongside,
in such a way that it is likely that the attention of the average
banking customer would be drawn to it.

(5) The effect of ■ BCOBS 2.2B.1R(1) is that the information must be
incorporated in the direct offer financial promotion itself. It is not
sufficient, for example, to include in a direct offer financial
promotion that appears on a website a link to a separate page
containing the information. ■ BCOBS 2.2B.1R(3) provides a limited
exception to this where a direct offer financial promotion is on paper,
in which case the information may accompany the direct offer
financial promotion as a separate document.

Firms are reminded that they will also need to comply with the rules in
■ CONC 3 (Financial promotions and communications with customers) where
those rules apply.
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2.3 Other general requirements for
communications and financial
promotions

A firm must ensure that each communication made to a banking customer
and each financial promotion communicated or approved by the firm:

(1) includes the name of the firm;

(2) is accurate and, in particular, does not emphasise any potential
benefits of a retail banking service without also giving a fair and
prominent indication of any relevant risks;

(3) is sufficient for, and presented in a way that is likely to be understood
by, the average member of the group to whom it is directed, or by
whom it is likely to be received; and

(4) does not disguise, diminish or obscure important information,
statements or warnings.

A provider must ensure that each communication made to a payment service
customer or an electronic money customer and each payment service or
electronic money promotion communicated by it:

(1) includes the name of the provider;

(2) is accurate and, in particular, does not emphasise any potential
benefits of a payment service or electronic money product without
also giving a fair and prominent indication of any relevant risks;

(3) is sufficient for, and presented in a way that is likely to be understood
by, the average member of the group to whom it is directed, or by
whom it is likely to be received; and

(4) does not disguise, diminish or obscure important information,
statements or warnings.

The name of the firm or other provider may be a trading name or shortened
version of the legal name of the firm, provided the banking customer,
payment service customer or electronic money customer can identify the firm
or provider communicating the information.
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In deciding whether, and how, to communicate information to a particular
target audience, a firm or other provider should take into account the
nature of the retail banking service, the payment service or electronic money
product, the banking customer's, payment service customer’s or electronic
money customer’s likely or actual commitment, the likely information needs
of a reasonable recipient, and the role of the communication, financial
promotion or payment service or electronic money promotion in the sales
process.

If a communication or a financial promotion or payment service or electronic
money promotion names the FCA, PRA or both as the regulator of a firm or
other provider, and refers to matters not regulated by the FCA, PRA or both,
the firm or other provider should ensure that the communication, financial
promotion or payment service or electronic money promotion makes clear
that those matters are not regulated by the FCA, PRA or both.

When communicating information, a firm or other provider should consider
whether omission of any relevant fact will result in information given to the
banking customer, payment service customer or electronic money customer
being insufficient, unclear, unfair or misleading.

The Depositor Protection Part of the PRA Rulebook may apply in relation to
communications with a banking customer.

If a communication or a financial promotion compares a retail banking
service with one or more other retail banking service (whether or not
provided by the firm), the firm must ensure that the comparison is
meaningful and presented in a fair and balanced way.

If a communication or a payment service or electronic money promotion
compares a payment service or service in relation to electronic money with
one or more other retail banking service, payment service or service in
relation to electronic money (whether or not provided by the provider), the
provider must ensure that the comparison is meaningful and presented in a
fair and balanced way.

If a communication or payment service or electronic money promotion
compares the cost of a currency transfer service with the cost of a service
provided by any other provider or providers (whether identified or not):

(1) the comparison must be meaningful and presented in a fair and
balanced way; and

(2) the firm or other provider must be able to substantiate the claims
made.

For the purpose of ■ BCOBS 2.3.7BR the cost of a currency transfer service
includes:

(1) any charges payable in relation to the currency conversion;
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(2) any charges payable in relation to a connected payment service or
electronic money issuance; and

(3) the margin between the exchange rate that would be offered to a
majority of persons of the class at whom the promotion is directed
and a currently applicable interbank exchange rate, calculated using
an independently published interbank spot rate.

If a communication or a financial promotion in relation to a retail banking
service refers to a particular tax treatment or rate of interest payable, a firm
must ensure that a prominent statement that the tax treatment or the rate
of interest payable:

(1) depends on the individual circumstances of each banking customer;
and

(2) may be subject to change in the future;

is either included in that communication or financial promotion, or provided
to the banking customer on paper or in another durable medium in good
time before the banking customer is bound by the contract for that retail
banking service.

When designing a financial promotion, a firm may find it helpful to take
account of the British Bankers' Association/Building Societies Association
Code of Conduct for the Advertising of Interest Bearing Accounts.

(1) This rule applies to the communication of the balance of a payment
account within the meaning of the Payment Accounts Regulations,
other than a current account mortgage.

(2) The communication must not include a figure described as “available
funds”, “balance”, “available balance” or any similar expression that
includes both sums standing to the credit of the account and sums
available under an authorised non-business overdraft agreement
associated with the account.

(1) ■ BCOBS 2.3.10R does not prohibit a firm from disclosing sums available
for drawdown under an authorised non-business overdraft agreement
alongside a “balance”, “available funds” or “available balance”
figure.

(2) Where an account is overdrawn, ■ BCOBS 2.3.10R does not prohibit a
firm from describing as a “balance” a negative figure that represents
the amount by which the account is overdrawn.
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2.4 Cash deposit ISAs and cash deposit
CTFs

[deleted]

If a financial promotion relates to a cash deposit ISA, cash-only lifetime ISA
or cash deposit CTF, ■ COBS 4.7.1 R (Direct offer financial promotions) also
applies.
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Form of Summary Box for Savings Accounts

This annex is referred to in ■ BCOBS 2.2A.1R

Summary Box

Account name Name of savings account

What is the interest rate? The rate or rates of interest that apply to the savings account (see
note 1).

Where different rates of interest apply to the savings account in
different circumstances, an explanation of the circumstances in
which each of the different rates applies (see note 2).

Where an interest rate automatically tracks a reference interest
rate (see note 3):

-a statement that this is the case, identifying the reference inter-
est rate;

-an explanation of how the applicable interest rate is calculated
on the basis of the reference interest rate;

-an explanation of how the customer can access and monitor the
level of the reference interest rate from time to time, including a
website link to where the latest level of the reference interest
rate can be found, where practicable.

The times at which interest payments are calculated and credited
to the savings account.

Can [name of firm] change the Whether or not the firm has the right to change the rate or rates
interest rate? of interest.

Where the firm has the right to change the rate of interest, brief
details of the circumstances in which that right may be exercised
and how and when notice of the change will be given (see note
4).

What would the estimated bal- One or more projections of the future balance of the savings ac-
ance be after [x] months based count, which provide a representative illustration of the cash re-
on a £[x] deposit? turns that the account will generate (see notes 5 to 9).

A statement of the assumptions on which the projection is based.

How do I open and manage my Details of any eligibility criteria that apply to the savings account
account? (see note 10).

A brief description of how to open the savings account, including
a reference to any service available that enables a banking cus-
tomer to switch to the savings account.

Whether a minimum amount must be deposited to open the sav-
ings account and, if so, that amount.

Whether a minimum amount must be deposited in the savings ac-
count on a regular basis and, if so, that amount, the frequency
with which it must be paid, and any consequences of not doing
so.

■ Release 42 ● Dec 2024 www.handbook.fca.org.uk BCOBS 2 Annex 1/1
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Summary Box

Whether a maximum amount may be deposited in the savings ac-
count in any specified period of time and, if so, the amount and
the period.

Whether there is a maximum amount that may be held in the sav-
ings account and, if so, that amount (see note 11).

A reference to the channels through which the banking customer
can communicate with the firm and give instructions in relation
to the savings account (see note 12).

Can I withdraw money? An explanation of how money may be withdrawn from the sav-
ings account, including any conditions or consequences for mak-
ing withdrawals (see note 13).

For fixed-term savings accounts, an explanation of what happens
at the end of the fixed term.

Additional information Any other information, the inclusion of which is necessary to
make the summary box fair, clear and not misleading including,
where applicable, information regarding tax deductions or treat-
ment (see note 14).

Notes:

Note 1: A firm may wish to use the annual equivalent rate of interest and, where it does so, it
should take account of the British Bankers’ Association/Building Societies Association Code of Con-
duct for the Advertising of Interest Bearing Accounts.

Note 2: If, for example:

-an introductory, promotional, or preferential rate of interest applies to the account until a specified
future date or the end of a fixed period; or

-there are ascending or descending tiers of interest rates that apply to certain increments of the bal-
ance of the account, or that are determined by reference to the total balance of the account; or

-there are graduated rates of interest, the application of which depends on certain conditions being
met or on the banking customer taking or refraining from taking certain action;

the summary box should include details of this.

Note 3: ‘Reference interest rate’ has the same meaning as in the Payment Services Regulations.

Note 4: A firm may wish to direct the banking customer’s attention to the relevant clause in the
terms and conditions that sets out the reasons for which the firm may change the interest rate and
the procedure for doing so.

Note 5:

-In the case of a fixed-term savings account, the firm should include a projection of the balance of
the savings account on the date on which the fixed term expires.

-Where there is to be a reduction in the rate of interest that applies to the savings account on a spe-
cified future date, or at the end of a fixed period, as the result of the expiry of an introductory, pro-
motional or preferential rate of interest, the firm should include a projection of the balance of the
savings account on the date of the expiry of that introductory, promotional or preferential rate of in-
terest and a second projection of the balance of the savings account on the first anniversary of that
date.

-In any other case, the firm should include a projection of the balance of the savings account on the
first anniversary of the opening of the account.

Note 6: In making the projection, a firm should assume that £1000 is deposited in the account at the
time it is opened and that no further deposits or withdrawals are made, unless this would make the
projection misleading. This may be the case, for example, where a banking customer is required to
make a minimum deposit in excess of £1000 at the time the account is opened or is not permitted to
deposit that sum at that time. Where a banking customer is required to make periodic deposits at
specified intervals, the projection should be based on a pattern of deposits that is representative of
the terms and conditions that apply to the account.
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Summary Box

Note 7: If different rates of interest apply to the savings account in different circumstances, a firm
should include a number of projections to illustrate the cash returns that the account will generate
in those different circumstances. If, for example, there is an uplift in the rate of interest on the con-
dition that the banking customer does not make a withdrawal from the savings account, a firm
should include in the summary box both a projection that assumes that the condition is met and a
lower projection that assumes that the condition is not met. If different bands of deposit in the sav-
ings account attract different tiers of interest, a firm should include in the summary box several pro-
jections that illustrate the cash returns that deposits up to each balance band will generate.

Note 8: The firm may wish to include in the summary box that the projection is provided for illustrat-
ive purposes only and does not take into account the individual circumstances of the banking
customer.

Note 9: Where the rate of interest automatically tracks a reference interest rate, the projection may
be based on the level of the reference interest rate as it stands at the time the projection is made.
Where this is the case, the summary box should indicate that the projection is based on the refer-
ence interest rate as it stood on the relevant date and that it does not take into account that the
level of the reference interest rate may fluctuate over the period that the projection covers.

Note 10: The summary should, for example, indicate if it is a requirement to open the savings ac-
count that the banking customer holds another account or product with the firm.

Note 11: If the banking customer is not required to deposit a minimum amount to open the savings
account, the summary box should include a statement to this effect. Similarly, if there is no limit on
the amount that may be held in the savings account, the firm should state this in the summary box.

Note 12: The summary box should, for example, indicate if the banking customer can give instruc-
tions to the firm about the savings account in branch, over the telephone, by electronic mail or
through a website.

Note 13: The summary box should indicate if the banking customer is required to provide a certain
period of notice of an intention to withdraw money from the savings account. If interest to which
the banking customer is entitled is reduced or extinguished, or if a charge is imposed, as a result of
withdrawing money from the savings account, details of this should be included in the summary
box.

Note 14: Where appropriate, a firm may wish to include information on the tax implications for the
banking customer, such as a brief explanation of the tax implications of an individual savings
account.
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Guidance on presentation of interest-rate information in savings account
summary box

This annex is referred to in ■ BCOBS 2.2A.2G(3).

What is the interest rate? Interest rate without bonus X%

Interest rate with bonus (in- X%
cludes a bonus of X%)

What is the interest rate? Interest rate where all condi- X%
tions are met

Interest rate where one or more X%
conditions are not met
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2A.1 Restriction on marketing or
providing an optional product for
which a fee is payable

(1) A firm must not enter into an agreement with a banking customer
under which a charge is, or may become, payable for an optional
additional product unless the banking customer has actively elected
to obtain that specific product.

(2) A firm must not impose a charge on a banking customer for an
optional additional product under an agreement entered into on or
after 1 April 2016 unless the banking customer actively elected to
obtain that specific product before becoming bound to pay the
charge.

(3) A firm must not invite or induce a banking customer to obtain an
optional additional product for which a charge will be, or may
become, payable if the firm knows or has reasonable cause to suspect
that:

(a) a contravention of (1) or (2) will take place with respect to the
product; or

(b) the person supplying the optional additional product will act in a
way that would contravene (1) or (2) if that person were a firm.

(4) An omission by a customer is not to be regarded as an active election
for the purposes of this rule.

(5) It is immaterial for the purposes of (3) whether or not the firm would
or might be a party to the agreement for the optional additional
product.

(6) A charge includes a financial consideration of any kind whether
payable to the firm or any other person.

(7) An optional additional product is a good, service or right of any
description (whether or not financial in nature) that a banking
customer may obtain (or not, as the case may be) at his or her
election in connection with or alongside a retail banking service.

(8) (a) Where a banking customer is required to obtain a specific
additional product in order to receive the retail banking service,
the product is not an optional additional product.



BCOBS 2A : Optional additional Section 2A.1 : Restriction on marketing or
products providing an optional product for which a fee

is payable

2A

G2A.1.2

G2A.1.3

■ Release 42 ● Dec 2024 www.handbook.fca.org.uk BCOBS 2A/3

(b) Where a banking customer is required to obtain a particular
category of additional product (for example, a particular type of
insurance) in order to receive the retail banking service, and the
banking customer is given a choice as to the seller or supplier
from whom to obtain the product or which specific product to
obtain, the product is an optional additional product.

(9) It is immaterial for the purposes of (7) and (8) whether the optional
additional product is obtained from the firm or from another person.

(10) A borrower-lender agreement enabling a borrower to overdraw on a
current account, or arising where the holder of a current account
overdraws on the account without a pre-arranged overdraft or
exceeds a pre-arranged overdraft limit, is not an optional additional
product.

(11) (a) If, under the terms and conditions of an optional additional
product, there is to be an automatic renewal of the agreement
on substantially the same terms, it suffices for the purposes of (1)
to (3) if the banking customer actively elected before entering
into the initial agreement or a preceding renewal to obtain the
product.

(b) An automatic renewal of the agreement is not to be regarded as
being on substantially the same terms if, following the renewal, a
charge will or may become payable for the optional additional
product for the first time (in which case, (1) to (3) apply at the
time of the renewal).

(c) Except as set out in (b), changes in the level of charges for an
optional additional product are to be disregarded in determining
whether an automatic renewal of an agreement is on
substantially the same terms.

(12) A banking customer may make an active election for the purposes of
this rule through an intermediary in the sales process, or through a
person acting on behalf of the firm.

An example of an omission by a banking customer which is not to be
regarded as an active election is the failure by the banking customer to
change a default option such as a pre-ticked box on a website.

Firms are reminded that a similar prohibition on opt-out selling of add-on
products is imposed by The Consumer Contracts (Information, Cancellation
and Additional Charges) Regulations 2013 in relation to optional additional
agreements where the main sale is not a financial service or product.

https://www.legislation.gov.uk/uksi/2013/3134/2016-04-01
https://www.legislation.gov.uk/uksi/2013/3134/2016-04-01
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3.1 Distance marketing

Application.....................................................................................................
This section applies to a firm that carries on any distance marketing activity
from an establishment in the United Kingdom, with or for a consumer in the
United Kingdom.

The distance marketing disclosure rules.....................................................................................................
(1) Subject to (2), a firm must provide a consumer with the distance

marketing information (■ BCOBS 3 Annex 1 R ) in good time before the
consumer is bound by a distance contract or offer.

(2) Where a distance contract is also a contract for payment services to
which the Payment Services Regulations apply, a firm is required to
provide to the consumer only the information specified in rows 7 to
12, 15, 16 and 20 of ■ BCOBS 3 Annex 1 R .

[Note: articles 3(1) and 4(5) of the Distance Marketing Directive]

A firm must ensure that the distance marketing information, the commercial
purpose of which must be made clear, is provided in a clear and
comprehensible manner in a way appropriate to the means of distance
communication used with due regard, in particular, to the principles of good
faith in commercial transactions and the legal principles governing the
protection of those who are unable to give their consent, such as minors.

[Note: article 3(2) of the Distance Marketing Directive]

When a firm makes a voice telephony communication to a consumer, it must
make its identity and the purposes of its call explicitly clear at the beginning
of the conversation.

[Note: article 3(3)(a) of the Distance Marketing Directive]

A firm must ensure that information on contractual obligations to be
communicated to a consumer during the pre-contractual phase is in
conformity with the contractual obligations which would result from the law
presumed to be applicable to the distance contract if that contract is
concluded.

[Note: article 3(4) of the Distance Marketing Directive]
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Terms and conditions, and form.....................................................................................................
A firm must communicate to the consumer all the contractual terms and
conditions and the information referred to in the distance marketing
disclosure rules (■ BCOBS 3.1.2R to ■ 3.1.5R) in a durable medium available and
accessible to the consumer in good time before the consumer is bound by
any distance contract or offer.

[Note: articles 4(5) and 5 (1) of the Distance Marketing Directive]

A firm will provide information, or communicate contractual terms and
conditions, to a consumer if another person provides the information, or
communicates the terms and conditions, to the consumer on its behalf.

Commencing performance of the distance contract.....................................................................................................
The performance of the distance contract may only begin after the consumer
has given his approval.

[Note: article 7 (1) of the Distance Marketing Directive]

Exception: successive operations.....................................................................................................
In the case of a distance contract comprising an initial service agreement,
followed by successive operations or a series of separate operations of the
same nature performed over time, the rules in this chapter only apply to the
initial agreement.

[Note: article 1(2) of the Distance Marketing Directive]

(1) If there is no initial service agreement but the successive operations
or separate operations of the same nature performed over time are
performed between the same contractual parties, the distance
marketing disclosure rules (■ BCOBS 3.1.2R to ■ 3.1.5R) will only apply:

(a) when the first operation is performed; and

(b) if no operation of the same nature is performed for more than a
year, when the next operation is performed (the next operation
being deemed the first in a new series of operations).

[Note: recital 16 and article 1(2) of the Distance Marketing
Directive]

(2) In this section:

(a) “initial service agreement” includes the opening of a bank
account;

(b) “operations” includes the deposit or withdrawal of funds to or
from a bank account; and

(c) adding new elements to an initial service agreement, such as the
ability to use an electronic payment instrument together with an
existing retail banking service, does not constitute an “operation”
but an additional contract to which the rules in this chapter
apply.

[Note: recital 17 of the Distance Marketing Directive]
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Exception: voice telephony communications.....................................................................................................
In the case of voice telephony communication, and subject to the explicit
consent of the consumer, only the abbreviated distance marketing
information ( ■ BCOBS 3 Annex 2 R ) needs to be provided during that
communication. However, a firm must still provide the distance marketing
information (■ BCOBS 3 Annex 1 R ) in a durable medium available and
accessible to the consumer in good time before the consumer is bound by
any distance contract or offer, unless another exception applies.

[Note: articles 3(3)(b) and 5(1) of the Distance Marketing Directive]

Exception: means of distance communication not enabling
disclosure.....................................................................................................
A firm may provide the distance marketing information (■ BCOBS 3 Annex 1 R )
and the contractual terms and conditions in a durable medium immediately
after the conclusion of a distance contract, if the contract has been
concluded at a consumer's request using a means of distance communication
that does not enable the provision of that information in that form in good
time before the consumer is bound by any distance contract or offer.

[Note: article 5(2) of the Distance Marketing Directive]

Exception: contracts for payment services.....................................................................................................
Where a distance contract covers both payment services and non-payment
services, the exception in ■ BCOBS 3.1.2R (2) applies only to the payment
services aspects of the contract. A firm taking advantage of this exception
will need to comply with the information requirements in Part 6 of the
Payment Services Regulations.

Consumer’s right to request paper copies and change the
means of communication.....................................................................................................
At any time during the contractual relationship, the consumer is entitled, at
his request, to receive the contractual terms and conditions on paper. The
consumer is also entitled to change the means of distance communication
used unless this is incompatible with the contract concluded or the nature of
the service provided.

[Note: article 5(3)of the Distance Marketing Directive]

Unsolicited services.....................................................................................................
(1) A firm must not enforce, or seek to enforce, any obligations under a

distance contract against a consumer, in the event of an unsolicited
supply of services, the absence of a reply not constituting consent.

(2) This rule does not apply to the tacit renewal of a distance contract.

[Note: article 9 of the Distance Marketing Directive]
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Mandatory nature of a consumer’s rights.....................................................................................................
If a consumer purports to waive any of the consumer's rights created or
implied by the rules in this section, a firm must not accept that waiver, nor
seek to rely on or enforce it against the consumer.

[Note: article 12 of the Distance Marketing Directive]

Contracts governed by law of a third party state.....................................................................................................
If a firm proposes to enter into a distance contract with a consumer that will
be governed by the law of a country outside the United Kingdom, the firm
must ensure that the consumer will not lose the protection created by the
rules in this chapter if the distance contract has a close link with the territory
of one or more United Kingdom.

[Note: articles 12 and 16 of the Distance Marketing Directive]
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3.2 E Commerce

Application.....................................................................................................
This section applies to a firm carrying on an electronic commerce activity
from an establishment in the United Kingdom with or for a person in the
United Kingdom.

Information about the firm and its products or services.....................................................................................................
A firm must make at least the following information easily, directly and
permanently accessible to the recipients of the information society services it
provides:

(1) its name;

(2) the geographic address at which it is established;

(3) the details of the firm including its e-mail address, which allow it to
be contacted rapidly and communicated with in a direct and effective
manner;

(4) an appropriate statutory status disclosure statement
(■ GEN 4 Annex 1 R), together with a statement which explains that it is
on the Financial Services Register and includes its Firm Reference
Number;

(5) if it is a professional firm:

(a) the name of the professional body (including any designated
professional body) or similar institution with which it is
registered;

(b) the professional title;

(c) a reference to the applicable professional rules and the means to
access them; and

(d) where the firm undertakes an activity that is subject to VAT, its
VAT number.

[Note: article 5(1) of the E-Commerce Directive]

If a firm refers to price, it must do so clearly and unambiguously, indicating
whether the price is inclusive of tax and delivery costs.

[Note: article 5(2) of the E-Commerce Directive]
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A firm must ensure that commercial communications which are part of, or
constitute, an information society service, comply with the following
conditions:

(1) the commercial communication must be clearly identifiable as such;

(2) the person on whose behalf the commercial communication is made
must be clearly identifiable;

(3) promotional offers must be clearly identifiable as such, and the
conditions that must be met to qualify for them must be easily
accessible and presented clearly and unambiguously; and

(4) promotional competitions or games must be clearly identifiable as
such, and the conditions for participation must be easily accessible
and presented clearly and unambiguously.

[Note: article 6 of the E-Commerce Directive]

An unsolicited commercial communication sent by e-mail by a firm must be
identifiable clearly and unambiguously as an unsolicited commercial
communication as soon as it is received by the recipient.

[Note: article 7(1) of the E-Commerce Directive]

Requirements relating to the placing and receipt of orders.....................................................................................................
A firm must (except when otherwise agreed by parties who are not
consumers):

(1) give an ECA recipient at least the following information, clearly,
comprehensibly and unambiguously, and prior to the order being
placed by the recipient of the service:

(a) the different technical steps to follow to conclude the contract;

(b) whether or not the concluded contract will be filed by the firm
and whether it will be accessible;

(c) the technical means for identifying and correcting input errors
prior to the placing of the order; and

(d) the languages offered for the conclusion of the contract;

(2) indicate any relevant codes of conduct to which it subscribes and
information on how those codes can be consulted electronically;

(3) (when an ECA recipient places an order through technological means)
acknowledge the receipt of the recipient’s order without undue delay
and by electronic means; and

(4) make available to the ECA recipient appropriate, effective and
accessible technical means allowing the recipient to identify and
correct input errors prior to the placing of an order.

[Note: articles 10(1) and 11(1) and (2) of the E-Commerce Directive]
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For the purposes of ■ BCOBS 3.2.6R (3), an order and an acknowledgement of
receipt are deemed to be received when the parties to whom they are
addressed are able to access them.

Contractual terms and conditions provided by a firm to an ECA recipient
must be made available in a way that allows the recipient to store and
reproduce them.

[Note: article 10(3) of the E-Commerce Directive]

Exception: contract concluded by e mail.....................................................................................................
The requirements relating to the placing and receipt of orders
(■ BCOBS 3.2.6R (3)) do not apply to contracts concluded exclusively by
exchange of e-mail or by equivalent individual communications.

[Note: articles 10(4) and 11(3) of the E-Commerce Directive]
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Distance marketing information

This Annex belongs to ■ BCOBS 3.1.2 R (The distance marketing disclosure rules)

Information about the firm

(1) The name and the main business of the firm, the geographical address at which it is estab-
lished and any other geographical address relevant for the consumer's relations with the
firm.

(2) Where the firm has a representative established in the United Kingdom, the name of that
representative and the geographical address relevant for the consumer's relations with that
representative.

(3) Where the consumer's dealings are with any professional other than the firm, the identity of
that professional, the capacity in which he is acting with respect to the consumer, and the
geographical address relevant to the consumer's relations with that professional.

(4) The particulars of the public register in which the firm is entered, its registration number in
that register and the particulars of the relevant supervisory authority, including an appropri-
ate statutory status disclosure statement (GEN 4), a statement that the firm is on the Financial
Services Register and its Firm Reference Number.

Information about the financial service

(5) A description of the main characteristics of the service the firm will provide.

(6) The total price to be paid by the consumer to the firm for the financial service, including all
related fees, charges and expenses, and all taxes paid through the firm or, where an exact
price cannot be indicated, the basis for the calculation of the price enabling the consumer to
verify it.

(7) Where relevant, notice indicating that the service is related to instruments involving special
risks related to their specific features or the operations to be executed, or whose price de-
pends on fluctuations in the financial markets outside the firm's control and that past per-
formance is no indicator of future performance.

(8) Notice of the possibility that other taxes or costs may exist that are not paid via the firm or
imposed by it.

(9) Any limitations on the period for which the information provided is valid, including a clear ex-
planation as to how long a firm's offer applies as it stands.

(10) The arrangements for payment and performance.

(11) Details of any specific additional cost to the consumer for using a means of distance com-
munication.

Information about the contract

(12) The existence or absence of a right to cancel under the cancellation rules (BCOBS 6) and,
where there is such a right, its duration and the conditions for exercising it, including in-
formation on the amount which the consumer may be required to pay (or which may not be
returned to the consumer) in accordance with those rules, as well as the consequences of not
exercising the right to cancel.

(13) The minimum duration of the contract, in the case of services to be performed permanently
or recurrently.

(14) Information on any rights the parties may have to terminate the contract early or unilaterally
under its terms, including any penalties imposed by the contract in such cases.

(15) Practical instructions for exercising any right to cancel, including the address to which any
cancellation notice should be sent.
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(16) [deleted]

(17) Any contractual clause on the law applicable to the contract or on the competent court, or
both.

(18) In which language, or languages, the contractual terms and conditions and the other informa-
tion in this Annex will be supplied, and in which language, or languages, the firm, with the
agreement of the consumer, undertakes to communicate during the duration of the contract.

Information about redress

(19) How to complain to the firm, whether complaints may subsequently be referred to the Finan-
cial Ombudsman Service and, if so, the methods for having access to that body, together with
equivalent information about any other applicable named complaints scheme.

(20) Whether compensation may be available from the compensation scheme, or any other
named compensation scheme, if the firm is unable to meet its liabilities.

[Note: Recitals 21 and 23 to, and article 3(1) of, the Distance Marketing Directive]
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Abbreviated distance marketing information

This Annex belongs to ■ BCOBS 3.1.11 R

(1) The identity of the person in contact with the consumer and his link with the firm.

(2) A description of the main characteristics of the financial service.

(3) The total price to be paid by the consumer to the firm for the financial service including all
taxes paid via the firm or, when an exact price cannot be indicated, the basis for the calcula-
tion of the price enabling the consumer to verify it.

(4) Notice of the possibility that other taxes and/or costs may exist that are not paid via the firm
or imposed by him.

(5) The existence or absence of a right to cancel in accordance with the cancellation rules (BCOBS
6) and, where the right to cancel exists, its duration and the conditions for exercising it, in-
cluding information on the amount the consumer may be required to pay on the basis of the
cancellation rules.

(6) That other information is available on request and what the nature of that information is.

[Note: article 3(3)(b) of the Distance Marketing Directive]
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4.1 Enabling banking customers to make
informed decisions

The appropriate information rule.....................................................................................................
A firm must provide or make available to a banking customer appropriate
information about a retail banking service and any deposit made in relation
to that retail banking service:

(1) in good time;

(2) in an appropriate medium; and

(3) in easily understandable language and in a clear and comprehensible
form;

so that the banking customer can make decisions on an informed basis.

(1) In determining:

(a) what is "in good time";

(b) the appropriate medium for communicating information; and

(c) whether it is appropriate to provide information (that is, send or
give it directly to the banking customer) or make it available
(that is, make it available to obtain at the banking customer's
option);

a firm should consider the importance of the information to the
decision-making process of the banking customer and the time at
which the information may be most useful. Distance communications
requirements are also relevant.

(2) For example, (unless ■ BCOBS 3applies) a firm should provide the terms
and conditions of the contract for a retail banking service on paper or
in another durable medium in good time before a banking customer
is bound by them.

(2A) (a) A firm should provide a summary box in the form set out in
■ BCOBS 2 Annex 1R on paper or in another durable medium in
good time before a banking customer is bound by the terms and
conditions of a savings account, except where the firm has
already provided the summary box to a banking customer on a
previous occasion.

(b) If the contract for the savings account has been concluded at a
banking customer’s request using a means of distance
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communication that does not enable the provision of the
summary box in that form in good time before the banking
customer is bound, the firm should provide the summary box on
paper or in another durable medium immediately after the
conclusion of the contract.

(c) In the case of a savings account that is a cash deposit ISA, cash-
only lifetime ISA or a cash deposit CTF, the firm may include the
summary box in a key features document provided to the
banking customer in line with the rules and guidance in ■ COBS 13
and ■ COBS 14.

(d) In preparing the summary box, a firm should have regard to the
provisions of ■ BCOBS 2.2A.1R as if they were guidance.

(2B) A firm should ensure that the rate of interest that applies to a savings
account is prominently shown alongside, or in close proximity to (or,
in the case of (b), on a page accessed directly through a link that
appears prominently alongside or in close proximity to) any account
balance information included in:

(a) any paper or online statement of account provided or made
available by the firm;

(b) where the firm provides an online banking service to the banking
customer, the first personalised page of the firm’s website that
the banking customer accesses when using this service;

(c) any notification of a material change to a rate of interest
provided in accordance with (3)(c);

(d) any notification of the expiry of an introductory, promotional or
preferential rate of interest provided in accordance with (5); and

(e) any notification of the expiry of a fixed term of a fixed term
savings account provided in accordance with (6A).

(2C) For the purposes of (2B):

(a) (i) unless (ii) applies, the firm should show the rate of interest
that applies to the savings account as a numerical figure (and
not merely the method for determining the current figure
under the terms and conditions);

(ii) where the rate of interest that applies to the savings account
automatically tracks a reference interest rate (within the
meaning of the Payment Services Regulations), the firm
should indicate how the rate of interest is calculated and
direct the banking customer to where the level of the
reference interest rate may be accessed from time to time;
and

(b) in the case of account balance information made
available online, the firm should show the rate of
interest that applies to the account at the time the
banking customer accesses the information; or

(ii) in the case of account balance information provided in a
durable medium, the firm should show the rate of interest
that applies to the account at the time the information is
sent.
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(2D) A firm should inform a banking customer of the current rate of
interest that applies to a savings account on the telephone or in a
branch of the firm at the request of the banking customer.

(2E) A firm should publish the current rate of interest that applies to each
savings account it provides on its website (whether or not the savings
account is available to new customers) and ensure that this is kept
continuously up to date and is easily accessible by a banking
customer.

(3) Where a firm proposes to exercise a power to make:

(a) a change to any term or condition of the agreement; or

(b) a change to any charge; or

(c) a material change to any rate of interest;

that applies to the retail banking service and that will be to the
disadvantage of a banking customer, the firm should provide
reasonable notice to the banking customer on paper or in another
durable medium before the change takes effect, taking into account
the period of notice required by the banking customer to terminate
the contract for the retail banking service. A change to a rate of
interest should always be considered ‘material’ except where the
balance of the account is less than £100 at the time when the firm
would provide the notice.

(3A) When providing a notice under (3)(c), (5) or (6A), a firm should ensure
that the heading of the notice clearly indicates the main substance of
the change to which the notification relates. When providing a notice
under (3)(c) relating to a decrease in the rate of interest, for example,
a firm should ensure that the heading of the notice clearly indicates
that the rate of interest is decreasing.

(4) Where a firm notifies a banking customer of a material change to a
rate of interest that applies to a retail banking service and that will
be to the disadvantage of a banking customer, this notification
should, where applicable:

(a) refer to the fact that the firm offers a comparable retail banking
service for which the banking customer is eligible;

(b) indicate that the banking customer may move to that retail
banking service or a retail banking service provided by another
firm; and

(c) indicate that the firm will assist the banking customer to move to
another retail banking service if he wishes to do so.

(5) Subject to (5A), where, under a contract for a retail banking service,
an introductory, promotional or preferential rate of interest applies
to the retail banking service until a specified future date or the end
of a fixed period, a firm should provide notice of the expiry of the
application of that rate of interest to the banking customer on paper
or in another durable medium within a reasonable period before that
rate of interest ceases to apply.

(5A) Paragraph (5) does not apply where the balance of the account is less
than £100 at the time when the firm would otherwise provide the
notice.
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(6) [deleted]

(6A) In relation to a fixed-term savings account, a firm should provide
notice of the expiry of the fixed term to the banking customer on
paper or in another durable medium in good time before the end of
the fixed term. This notice should explain, in easily understandable
language and in a clear and comprehensible form:

(a) the consequences of the expiry of the fixed term, including
whether the firm proposes to transfer the balance of the account
to another fixed-term savings account if the banking customer
does not provide further instructions to the firm while the
customer has an opportunity to do so; and

(b) the options available to the banking customer for dealing with
the balance in the fixed term savings account, including when
and how these options may be exercised.

(6B) Where a notice under (3)(c), (5) or (6A) is provided by the firm more
than 14 days before the change to which the notice relates takes
effect, a firm should also provide a reminder to the banking customer
within a period beginning 14 days before the relevant change takes
effect and ending on the day before it does so. The firm may choose
the medium in which the reminder is provided. In doing so, the firm
should take account of any preferences expressed by the banking
customer about the medium of communication between the firm and
the banking customer, for example, if the banking customer has
indicated a preference to receive information by mobile telephone
text message.

(7) The general law, including the Unfair Terms Regulations (for contracts
entered into before 1 October 2015) and the CRA, also limits the
scope for a firm to use or rely on a variation clause in a contract with
a consumer.

Where a rule in this chapter requires information to be provided on paper or
in another durable medium before a banking customer is bound by the
terms and conditions of the contract, a firm may instead provide that
information in accordance with the distance communication timing
requirements (see ■ BCOBS 3.1.11 R and ■ BCOBS 3.1.12 R).

The appropriate information rule applies before a banking customer is
bound by the terms of the contract. It also applies after a banking customer
has become bound by them. In order to meet the requirements of the
appropriate information rule, information provided or made available by a
firm to a banking customer should include information relating to:

(1) the firm;

(2) the different retail banking services offered by the firm which share
the main features of the retail banking service the banking customer
has enquired about, or which have the product features the banking
customer has expressed an interest in, unless the banking customer
has expressly indicated that he does not wish to receive that
information;
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(3) the terms and conditions of the contract for a retail banking service
and any changes to them;

(4) the rate or rates of interest payable on any deposit, how and when
such interest is calculated and applied and any changes to that rate
or those rates;

(5) any charges at any time payable by or on behalf of a banking
customer in relation to each retail banking service and any changes to
those charges;

(5A) the time at which any funds placed with or transferred to the firm for
credit to the banking customer's account will be made available to
the banking customer;

(6) a banking customer's rights to cancel a contract for a retail banking
service;

(7) how a banking customer may make a complaint (at the time and in
the manner required by ■ DISP 1.2);

(8) [deleted]

(9) basic bank accounts but only if the firm offers a basic bank account
and the banking customer meets the firm's eligibility criteria for such
an account; and

(10) the timescales for each stage of the cheque clearing process.

(1) This guidance applies to a firm only with respect to its
communications and dealings with consumers where a firm has a
right of set-off.

(2) To ensure compliance with the appropriate information rule, the firm
should:

(a) (i) provide an explanation of the nature and extent of the firm's
right of set-off; and

(ii) if the firm considers that it is entitled to exercise a right to
set off or combine a debt due solely from a consumer, or a
debit balance on an account held in the sole name of a
consumer, against or with a credit balance on an account
held in the joint names of that consumer and another
consumer, also provide an explanation of that right to the
consumers in whose names the joint account is held;

in good time before the consumer is bound by the contract for
the retail banking service. This information may be incorporated
in the terms and conditions that apply to the contract for the
retail banking service;

(b) (i) on the first occasion that the firm proposes to exercise a right
of set-off in its dealings with the consumer; and
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(ii) where appropriate, on any subsequent occasion that the firm
proposes to exercise a right of set-off in its dealings with the
consumer;

provide general information in relation to the nature of the
firm's right of set-off and the generic circumstances in which the
firm may rely on that right within a reasonable period before
the firm seeks to exercise its right of set-off. The FCA considers
that this information should be provided at least 14 days before
the firm seeks to exercise its right of set-off. It may be
incorporated in another communication sent by the firm to the
consumer; and

(c) where it has exercised a right of set-off, provide prompt
notification of this to the consumer. This notification should
clearly identify the date that the firm exercised its right of set-off
and the amount debited from the consumer's account in reliance
on that right.

(3) The information referred to in (2) should be provided in plain and
intelligible language on paper or in another durable medium.

(4) In determining whether it is appropriate to provide general
information under (2)(b)(ii), the firm should consider the period of
time that has elapsed since the firm last provided that information
under (2)(b)(i) or (ii).

(5) Nothing in (2)(a)(ii) should be considered as expressing a view on the
validity, enforceability or fairness of any right of set-off in relation to
a joint account that a firm considers it is entitled to exercise.

The information required by the appropriate information rule may vary
according to matters such as:

(1) the banking customer's likely or actual commitment;

(2) the information needs of a reasonable recipient having regard to the
type of retail banking service that is proposed or provided and its
overall complexity, main benefits, risks, limitations, conditions and
duration;

(3) distance communication information requirements (for example,
under the distance communication rules less information can be given
during certain telephone sales than in a sale made purely by written
correspondence (see ■ BCOBS 3.1)); and

(4) whether the same information has been provided to the banking
customer previously and, if so, when that was.

The existence of cancellation rights does not affect what information it is
appropriate to give a banking customer in order to enable him to make an
informed purchasing decision.

If the retail banking service is a cash deposit ISA, cash-only lifetime ISA or a
cash deposit CTF, the rules in ■ COBS 13.1 (Preparing product information) and
■ COBS 14.2 (Providing product information to clients) also apply.
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4.2 Statements of account

(1) A firm must provide or make available to a banking customer on
paper or in another durable medium such regular statements of
account as are appropriate to the type of retail banking service
provided, but need not do so where:

(a) the firm has provided a banking customer with a pass book or
other document in a durable medium that records transactions in
relation to the retail banking service;

(b) the retail banking service is provided at a distance by means of
electronic equipment where the banking customer can access his
account balance, view transactions and give instructions in
relation to the retail banking service at a distance by such means;

(c) a banking customer has elected not to receive periodic
statements of account, and for so long as such election is in force;
or

(d) it has reasonable grounds to believe that the banking customer is
not resident at the address last known to it as the address of the
banking customer and it is not practicable after reasonable
inquiry to ascertain the banking customer's address.

(2) A firm must not charge for providing information which is required
to be provided by (1).

(3) A firm must provide a banking customer with a true copy of any
statement of account provided to him under (1) on paper or in
another durable medium within a reasonable period of time
following a request to that effect made by or on his behalf.

(4) A firm and a banking customer may agree on a charge for:

(a) providing a copy of a statement of account under (3); or

(b) providing statements of account more frequently than required
by (1);

at the request of the banking customer. Any such charge must
reasonably correspond to the firm's actual costs.

A firm should indicate the rate or rates of interest that apply to a retail
banking service in each statement of account provided or made available to
a banking customer in respect of that retail banking service in accordance
with ■ BCOBS 4.2.1R (1). Firms are also reminded of the provisions of
■ BCOBS 4.1.2G(2B) and (2C).
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4.3 Information to be provided by a non
ring-fenced body to individual
account holders

Application and purpose.....................................................................................................
Article 14 of the Financial Services and Markets Act 2000 (Ring-fenced Bodies
and Core Activities) Order 2014 “the Ring-fenced Bodies and Core Activities
Order 2014” places a duty on the FCA to make rules specifying the
information that a non ring-fenced body must provide to certain classes of
individuals. The purpose of this section is to set out those rules.

This section applies to a firm that is a non ring-fenced body or is to become
a non ring-fenced body.

A non ring-fenced body is a firm which has a Part 4A permission to carry on
the regulated activity of accepting deposits and which is neither a ring-
fenced body nor an institution which is exempt from the definition of a ring-
fenced body. Section 142A(1) of the Act defines a ring-fenced body as a UK
institution which carries out one or more core activities under section 142B
of the Act for which it has a Part 4A permission. Section 142A(2) of the Act
and the Ring-fenced Bodies and Core Activities Order 2014 provide that a
building society and certain other classes of UK institution are exempt from
this definition. Further, firms do not fall within the definition unless they
hold deposits in UK accounts or EEA accounts.

To whom must information be provided?.....................................................................................................
(1) A firm that is to become a non ring-fenced body must provide the

information specified in ■ BCOBS 4.3.6R to any individual from whom
the firm proposes to accept, or contemplates it is likely to receive, a
declaration of eligibility under article 9(1)(a) of the Ring-fenced
Bodies and Core Activities Order 2014 (whether accompanied by a
confirming statement or not).

(2) A firm that is a non ring-fenced body must provide the information
specified in ■ BCOBS 4.3.6R to:

(a) any individual who has applied to open a UK account or an EEA
account for the purpose of making one or more deposits
(including a joint account) with that firm; and

(b) any individual who holds a UK account or an EEA account for
that purpose (including a joint account) with that firm,

https://www.legislation.gov.uk/uksi/2014/1960/article/14/2016-12-01
https://www.legislation.gov.uk/ukpga/2000/8/section/142A/2016-12-01#section-142A-1
https://www.legislation.gov.uk/ukpga/2000/8/section/142B/2016-12-01
https://www.legislation.gov.uk/ukpga/2000/8/section/142A/2016-12-01#section-142A-2


BCOBS 4 : Information to be Section 4.3 : Information to be provided by a
communicated to banking non ring-fenced body to individual account
customers holders

4

G4.3.5

R4.3.6

G4.3.7

■ Release 42 ● Dec 2024www.handbook.fca.org.ukBCOBS 4/10

except where the firm has already provided that information to the
individual on a previous occasion.

A request made by an individual to switch to a UK account or an EEA
account with a firm is to be regarded as an application to open a UK account
or an EEA account with that firm (it is immaterial if the switch is from an
account held with a ring-fenced body in the same group as the firm or
whether the existing account will be closed when the switch is complete).

What information must be provided?.....................................................................................................
The information required to be provided by ■ BCOBS 4.3.4R is:

(1) a summary of the purpose of the provisions of Part 9B of the Act
(Ring-fencing) and of the key risks to which a non ring-fenced body
may be exposed which distinguish it from a ring-fenced body;

(2) a description of any excluded activity which the firm is carrying on or
(for information provided before the date on which Part 9B of the
Act comes fully into force) a description of any activity the firm is
carrying on which would, if carried on after that date, be an excluded
activity; and

(3) a description of any prohibited action which the firm has taken or
(for information provided before the date on which Part 9B of the
Act comes fully into force) a description of any action the firm has
taken which would, if taken after that date, be a prohibited action.

(1) The summary described in ■ BCOBS 4.3.6R(1) should include a brief
explanation that the purpose of ring-fencing is to separate the retail
banking activities, on which households and small businesses depend,
from wholesale or investment banking activities which may involve a
greater degree of risk and expose an entity undertaking those
activities to financial problems arising elsewhere in the global
financial system.

It should also indicate that certain ring-fenced bodies carrying on
retail banking activities will have to comply with restrictions on the
other activities they can undertake, and with rules made by the
appropriate regulator intended to ensure that they are capable of
carrying on the business of providing the core services related to the
acceptance of deposits independently of other members in their
group. They will, for example, not be able to carry on activities called
‘excluded activities’ which make them vulnerable to problems arising
in the financial system or which may make it more difficult for banks
to be wound down in an orderly fashion. The summary should
explain that, as a non ring-fenced body, the firm is not subject to
these restrictions.

(2) It is not necessary for the information provided
under■ BCOBS 4.3.6R(2) and (3) to contain an exhaustive list of each
specific activity or action that constitutes an excluded activity or
prohibited action, so long as the information about the nature of the
activities and actions is sufficient to enable the individual to make an
informed decision as to whether to open or continue to hold an

https://www.legislation.gov.uk/ukpga/2000/8/part/9B/2016-12-01
https://www.legislation.gov.uk/ukpga/2000/8/part/9B/2016-12-01
https://www.legislation.gov.uk/ukpga/2000/8/part/9B/2016-12-01
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account with the firm in the light of its status as a non ring-fenced
body.

When must the information be provided?.....................................................................................................
(1) The information required to be provided under ■ BCOBS 4.3.4R(1) must

be provided in good time before the individual becomes an eligible
individual in relation to the firm.

(2) The information required to be provided under ■ BCOBS 4.3.4R(2)(a)
must be provided in good time before the individual opens an
account with the firm.

(3) The information required to be provided under ■ BCOBS 4.3.4R(2)(b)
must be provided as soon as practicable after the firm has become a
non ring-fenced body.

In determining what is “in good time” under ■ BCOBS 4.3.8R, the firm should
consider the time at which the information may be most useful to the
individual in making a decision as to whether to continue to hold or to open
an account with the firm.

How must the information be provided?.....................................................................................................
The information required under ■ BCOBS 4.3.4R must be provided:

(1) in writing;

(2) in a prominent manner and in a medium that is calculated to bring
the information to the attention of the individual to whom it is
addressed; and

(3) in easily understandable language and in a clear and comprehensible
form,

so that the individual can make a decision as to whether to continue to hold
or to open an account with the firm on an informed basis.

A firm must not charge for providing the information required to be
provided by ■ BCOBS 4.3.4R.

Requirement to publish the information on a website.....................................................................................................
A firm must, on or before the first date it is required to provide information
under ■ BCOBS 4.3.4R, make the information in ■ BCOBS 4.3.6R accessible
continuously on its website and keep such information up to date.



BCOBS 4 : Information to be Section 4.4 : Further information to be
communicated to banking provided about personal current accounts
customers

4

R4.4.1

G4.4.2

■ Release 42 ● Dec 2024www.handbook.fca.org.ukBCOBS 4/12

4.4 Further information to be provided
about personal current accounts

(1) The rules in this section apply to a firm that offers personal current
accounts, unless all personal current accounts offered by the firm are
excluded accounts.

(2) In this section, a “personal current account” means an account, other
than a current account mortgage, which is a payment account within
the meaning of the Payment Accounts Regulations (see
■ BCOBS 4.4.2G(1)).

(3) In this section, an “excluded account” is a personal current account
that is offered on terms that:

(a) an agreement which provides authorisation in advance for the
banking customer to overdraw on the account cannot arise; and

(b) either:

(i) the account cannot become overdrawn without prior
arrangement; or

(ii) no charge is payable (by way of interest or otherwise) if the
account becomes overdrawn without prior arrangement; and

(c) no charge is payable where the firm refuses a payment due to
lack of funds.

The definition of “personal current account” refers to the definition
of a “payment account” under the Payment Accounts Regulations,
that is: “an account held in the name of one or more consumers
through which consumers are able to place funds, withdraw cash and
execute and receive payment transactions to and from third parties,
including the execution of credit transfers, but does not include any
of the following types of account provided that the account is not
used for day-to-day payment transactions: savings accounts; credit
card accounts where funds are usually paid in for the sole purpose of
repaying a credit card debt; current account mortgages or e-money
accounts”. The FCA has issued guidance on this definition: see ‘FG16/
6 – Payment Accounts Regulations 2015’.

[Note: https://www.fca.org.uk/publications/finalised-guidance/fg16-6-
payment-accounts-regulations-2015-definition-payment-account

The definition of “excluded account” captures personal current
accounts where there cannot be a pre-arranged overdraft facility,
there cannot be an unarranged overdraft to which interest or

https://www.legislation.gov.uk/uksi/2015/2038/2019-12-18
https://www.fca.org.uk/publications/finalised-guidance/fg16-6-payment-accounts-regulations-2015-definition-payment-account
https://www.legislation.gov.uk/uksi/2015/2038/2019-12-18
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charges apply and charges for refusing a payment due to lack of
funds cannot arise.

Firms are reminded that additional requirements apply in relation to
consumer credit lending under ■ CONC 4 (Pre-contractual
requirements).

Further information to be communicated to applicants for a
personal current account.....................................................................................................
A firm that this section applies to must communicate to a banking customer
who applies for a personal current account that is not an excluded account:

(1) general information about overdrafts consisting of, so far as relevant
to the account applied for:

(a) an explanation that an overdraft is a borrowing or credit facility;

(b) a general description of the nature and principal features of
arranged and unarranged overdrafts associated with the personal
current accounts offered by the firm;

(c) a general explanation of the principal risks associated with:

(i) overdrawing without prior arrangement; and

(ii) opting out of an unarranged overdraft facility (if the firm’s
terms and conditions permit this).

(d) a general explanation of what may happen when a customer
attempts to exceed an arranged overdraft limit or to overdraw in
the absence of an arranged overdraft;

(e) a general explanation of how the use of an arranged or
unarranged overdraft might impact the banking customer’s credit
file;

(2) information about the availability of the following tools and how the
banking customer can access them:

(a) the overdraft cost calculator required by ■ BCOBS 8.2; and

(b) (if ■ BCOBS 8.3 applies to the firm in relation to the personal
current account) the overdraft eligibility tool required by
■ BCOBS 8.3; and

(3) general information about reductions in arranged overdraft limits
including:

(a) whether the banking customer can request the reduction or
removal of their arranged overdraft facility after the personal
current account has been opened;

(b) how the banking customer can do this; and

(c) any limitations or conditions on the banking customer’s ability to
do this.

A firm that is required to provide alerts relating to the personal current
account or chooses to do so must communicate to a banking customer who
applies for a personal current account:
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a description of any alerts that the banking customer will
automatically receive, including any alerts required under the rules in
■ BCOBS 8.4;

a description of any (or any additional) alerts the banking customer
may choose to receive;

an explanation of how alerts can assist the banking customer to
manage overdraft use and associated costs; and

information about the availability of any options to customise the
alerts the banking customer receives to suit the banking customer’s
needs, and the methods available for doing so.

Where the banking customer applies for a personal current account without
at the same time applying for a pre-arranged overdraft, a firm need not
communicate the information set out in ■ BCOBS 4.4.3R(2)(b) and (3).

A firm must communicate the information required by ■ BCOBS 4.4.3R and
■ BCOBS 4.4.4R to a banking customer who already holds a personal current
account with a firm and who subsequently applies for a pre-arranged
overdraft as though they were a banking customer applying for a personal
current account.

A firm may consider including the following in the information
communicated to comply with ■ BCOBS 4.4.3R(1):

(a) that overdrafts are primarily intended for short-term borrowing
and are not generally suitable for longer-term borrowing;

(b) an explanation of what an arranged overdraft is and how to
request one;

(c) an explanation of what an unarranged overdraft is and how it
might arise;

(d) that use of an overdraft will or may give rise to interest or other
charges (as applicable) and how the banking customer can find
out more; and

(e) that attempting to exceed a credit limit or become overdrawn
without a pre-arranged overdraft may result in items not being
paid and that this will or may incur charges.

Where the nature and features of arranged and unarranged
overdrafts associated with the personal current accounts offered by
the firm differ significantly between accounts, the firm may either
set out the ways in which they differ or communicate only the
information specific to the type of account the banking customer has
applied for or is eligible for (if known).

The information communicated under this section should be general
in nature, but a firm may indicate where additional or more detailed
information can be found.
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Method and timing of communication.....................................................................................................
(1) Except as otherwise provided in this rule, a firm must communicate

the information required under ■ BCOBS 4.4.3R to ■ BCOBS 4.4.6R by
providing it to the banking customer before the conclusion of the
agreement for the personal current account, except and in so far as
the information has been made available to the banking customer in
accordance with (2).

(2) Information is made available to a banking customer in accordance
with this paragraph if it is presented in such a way that it must have
been viewed by the banking customer before making an application.

(3) A firm must consider the point during the application at which the
information will be most relevant and useful to a banking customer
and provide the information at that time where practicable.

(4) Where the personal current account is opened using a means of
distance communication which prevents the firm from complying with
(1), for example by voice telephony, a firm may instead provide the
information as soon as practicable after the agreement for the
personal current account is concluded.

The effect of ■ BCOBS 4.4.8R is that all banking customers who open a
personal current account other than an excluded account will receive
the information required by ■ BCOBS 4.4.3R to ■ 4.4.6R either before,
during or immediately after the account opening process.

Where the firm’s website or mobile application constitutes or
includes a direct offer financial promotion in relation to the personal
current account, the information required by ■ BCOBS 4.4.3R(1) and (2)
should have been included in this material in accordance with
■ BCOBS 2.2B. If that material is published in such a way that a
potential banking customer will view it before they commence their
application, the firm need not communicate it again.

The provision of an application form to a banking customer is an
opportunity to provide the information required by this section. A
firm that provides paper application forms for its personal current
accounts to banking customers should consider whether to supply
the information required by ■ BCOBS 4.4.3R to ■ 4.4.6R alongside the
application form, or whether a more appropriate opportunity to
supply some or all of it will arise before the account being opened.

The following are examples of appropriately-timed disclosures during
an application process:

providing the information required by ■ BCOBS 4.4.3R(2) (about
available calculators) at an early stage in the process to allow the
banking customer to assess the suitability of the personal current
account before completing the application;

where a firm allows a banking customer to customise alerts
during the application process, providing the information in
■ BCOBS 4.4.4R when offering that opportunity; and

where a firm allows a banking customer to select whether to
apply for an arranged overdraft during the application process,
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providing the information in ■ BCOBS 4.4.3R(3) when offering that
opportunity.

(1) The information required to be communicated under ■ BCOBS 4.4.3R to
■ 4.4.6R must be communicated in writing and be:

(a) concise;

(b) in clear, simple language; and

(c) presented prominently.

(2) The information required to be communicated under ■ BCOBS 4.4.3R(1)
must be presented together.

Information will not be treated as presented prominently unless it is
presented, having regard to other content it is presented alongside,
in such a way that it is likely that the attention of the average
banking customer would be drawn to it.

When providing information electronically, information is unlikely to
be presented prominently if all that is provided is a link to a separate
webpage where it can be viewed, or the option to download and
open a separate file containing it.

Although the information is required to be in writing, it is not
required to be in a durable medium.

Information about overdrafts to be made generally available.....................................................................................................
(1) A firm must make available general information about overdrafts

covering the information required to be communicated under
■ BCOBS 4.4.3R(1) for each of the trading names under which it offers
personal current accounts other than excluded accounts in either or
both of the following ways:

(a) by publishing it in writing in an easily accessible place on the
website of the brand; and

(b) by publishing it in writing in an easily accessible way through a
mobile banking application associated with the brand.

(2) A firm should choose how and where to make available the general
information required under this rule so as to be consistent with how
it ordinarily communicates with its customers. It should select a
method most likely to come to the attention of its customers and
potential customers.

(3) A firm that makes the information required under this rule available
only through a mobile telephone application must refer on the
website of the brand to the availability of such information through
that application.

(4) ■ BCOBS 4.4.7G, ■ BCOBS 4.4.10R and ■ BCOBS 4.4.11G(1) apply to
information required to be published under this rule as they apply to
information required to be communicated under ■ BCOBS 4.4.3R(1).
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Where the firm is subject to ■ BCOBS 8.2 (Cost calculator) or ■ BCOBS 8.3
(Eligibility calculator) it will be required to make these tools available, or
publish a reference to their availability, alongside the information required
to be published under ■ BCOBS 4.4.12R (see ■ BCOBS 8.2.3R and ■ BCOBS 8.3.3R).
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5.1 Post sale requirements

Service.....................................................................................................
A firm must provide a service in relation to a retail banking service which is
prompt, efficient and fair to a banking customer and which has regard to
any communications or financial promotion made by the firm to the banking
customer from time to time.

In determining the order in which to process payment instructions in relation
to the retail banking service, a firm must have regard to its obligation to
treat banking customers fairly.

[deleted]

Set-off.....................................................................................................
To ensure compliance with its obligations under ■ BCOBS 5.1.1 R and Principle
6, on any occasion where it proposes to exercise a right of set-off, a firm
(other than a credit union) should, with respect to its dealings with
consumers:

(1) review the information available and accessible to the firm relating to
the consumer's account, on an individual basis, and estimate the
amount of any subsistence balance;

(2) refrain from seeking to set off or combine:

(a) any debt due from, or a debit balance on an account held by, a
consumer against or with that subsistence balance;

(b) any debt due from, or a debit balance on an account held by, a
consumer in a personal capacity against or with any sum of
money payable by the firm to the consumer or standing to the
credit of the consumer in an account held with the firm, where
the firm knows or reasonably ought to know that:

(i) a third party is beneficially entitled to that money or that the
consumer is a fiduciary in respect of that money; or

(ii) the consumer has received that money from a government
department, local authority or NHS direct payment body for
a specific purpose or is under a legal obligation to a third
party to retain and deal with that money in a particular way.
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(1) If it becomes apparent to a firm after it has exercised a right of set-
off that it has set off or combined a debt due from, or a debit
balance on an account held by, a consumer against or with:

(a) the consumer's subsistence balance; or

(b) money payable by the firm to the consumer, or standing to the
credit of the consumer in an account held with the firm, that falls
within ■ BCOBS 5.1.3AG (2)(b)(i) or ■ (ii);

the firm should refund to the consumer the sum debited from the
account of the consumer in exercise of the right of set-off unless it is
fair not to do so.

(2) If, in the circumstances referred to in (1), the firm does not provide a
refund of the sum debited from the account in exercise of the right
of set-off, the firm should be able to justify that it is fair not to do so
and should consider taking other remedial action having regard to its
obligations under ■ BCOBS 5.1.1 R and Principle 6.

Dealings with customers in financial difficulty.....................................................................................................
Principle 6 requires a firm to pay due regard to the interests of its customers
and to treat them fairly. In particular, a firm should deal fairly with a
banking customer whom it has reason to believe is in financial difficulty.

Moving a retail banking service.....................................................................................................
A firm must provide a prompt and efficient service to enable a banking
customer to move to a retail banking service (including a payment service)
provided by another firm.

A firm must provide a prompt and efficient service to enable a banking
customer to move to another retail banking service (including a payment
service) provided by that firm.

(1) In taking steps to ensure a service is prompt and efficient, in line with
■ BCOBS 5.1.5AR, a firm should make appropriate use of the
information and documents it already holds in relation to a banking
customer.

(2) Where, for example, an existing customer wishes to move to another
account with the same firm and the firm already holds data and
documents in relation to customer due diligence measures, including
data and documents to verify the identity of that customer that are
suitable for the purposes of anti-money laundering requirements, the
firm should consider whether it would be unnecessarily duplicative to
apply the same account opening procedures in that case as would
apply to a new customer (although a firm should ensure its policies
and procedures are consistent with the requirements of the Money
Laundering Regulations and other legislation in relation to financial
crime).

(3) Where a firm provides an online or mobile telephone banking facility
to a banking customer, the firm may wish to consider how the
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electronic process for moving to another account provided by that
firm can be made most simple.

Where a banking customer wishes to move a retail banking service and there
are no arrangements between the firm the banking customer wishes to
move from and the firm that the banking customer wishes to move to, the
service provided by the former firm will extend only to providing a prompt
and efficient service in respect of termination of the retail banking service,
for example by closing an account and returning any deposit (with interest
as appropriate) to the banking customer.

Where a banking customer wishes to move a retail banking service and there
are arrangements between the firm the banking customer wishes to move
from and the firm that the banking customer wishes to move to, the service
provided by the former firm will include providing a prompt and efficient
service in respect of termination of the retail banking service, for example by
closing an account, transferring any account balance and making
arrangements in respect of any direct debits or standing orders.

■ BCOBS 5.1.6G and ■ 5.1.7G do not apply to a firm with respect to a switching
service that the firm is required to offer under Part 3 of the Payment
Account Regulations.

A firm may find it helpful to take account of the Cash ISA to Cash ISA
Transfer Industry Guidelines.

Lost and dormant assets.....................................................................................................
A firm must make appropriate arrangements to enable a banking customer,
so far as is possible, to trace and, if appropriate, to have access to a deposit
held (or formerly held) in a retail banking service provided by the firm. This
applies even if:

(1) the banking customer may not be able to provide the firm with
information which is sufficient to identify the retail banking service
concerned; or

(2) the banking customer may not have carried out any transactions in
relation to that retail banking service for an extended period of time.

If a firm participates in the scheme under the Dormant Bank and Building
Society Accounts Act 2008, it must inform a banking customer of this fact
and provide appropriate information regarding the terms of the scheme on
entering into communications with a banking customer regarding a dormant
asset.

Security of electronic payments.....................................................................................................
A firm that allows a banking customer to make electronic payments must
consider the risk of fraud and put in place appropriate procedures and
technical safeguards to ensure that such payments can be carried out in a
safe and secure manner.

https://www.legislation.gov.uk/ukpga/2008/31/2009-11-01
https://www.legislation.gov.uk/ukpga/2008/31/2009-11-01
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Such procedures should include authentication procedures for the
verification of the identity of the banking customer or the validity of the use
of a particular payment instrument, proportionate to the risks involved.
Where appropriate, firms may wish to consider the adoption of ‘strong
customer authentication’, as defined in the Payment Services Regulations,
and specified in the SCA RTS. The FCA gives guidance on strong customer
authentication in Chapter 20 of the FCA’s Approach Document.

[Note: see https://www.fca.org.uk/publication/finalised-guidance/fca-
approach-payment-services-electronic-money-2017.pdf.]

Firm's liability for unauthorised payments.....................................................................................................
(1) Where a banking customer denies having authorised a payment, it is

for the firm to prove that the payment was authorised.

(2) Where a payment from a banking customer's account was not
authorised by the banking customer, a firm must, within a reasonable
period, refund the amount of the unauthorised payment to the
banking customer and, where applicable, restore the banking
customer's account to the state it would have been in had the
unauthorised payment not taken place.

Banking customer's liability for unauthorised payments.....................................................................................................
(1) Subject to (2) and (3), a firm may, in an agreement for a retail

banking service, provide for a banking customer to be liable for an
amount up to a maximum of £35 for losses in respect of unauthorised
payments arising:

(a) from the use of a lost or stolen payment instrument; or

(b) from the misappropriation of the payment instrument.

(1A) Paragraph (1) does not apply where:

(a) the loss, theft or misappropriation of the payment instrument
was not detectable by the banking customer prior to the
payment; or

(b) the loss was caused by acts or omissions of an employee or
branch of the firm or of an entity which carried out activities on
behalf of the firm.

(2) A firm may, in an agreement for a retail banking service, provide for
a banking customer to be liable for all losses in respect of
unauthorised payments:

(a) where a banking customer has acted fraudulently; or

(b) (subject to (3)) where a banking customer has intentionally, or
with gross negligence, failed to comply with his or her
obligations under the agreement for the retail banking service in
relation to the issue or use of the payment instrument or to take
all reasonable steps to keep its personalised security features safe.

(3) Except where a banking customer has acted fraudulently, a firm must
not, in an agreement for a retail banking service, seek to make a
banking customer liable for any losses in respect of unauthorised
payments where:

https://www.fca.org.uk/publication/finalised-guidance/fca-approach-payment-services-electronic-money-2017.pdf
https://www.fca.org.uk/publication/finalised-guidance/fca-approach-payment-services-electronic-money-2017.pdf
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(a) the unauthorised payment arises after the banking customer has
notified the firm of the loss, theft, misappropriation or
unauthorised use of the payment instrument;

(b) the firm has failed to ensure that appropriate means are
available at all times to enable the banking customer to notify it
of the loss, theft, misappropriation or unauthorised use of a
payment instrument; or

(c) the payment instrument has been used in connection with

(i) a distance contract; or

(ii) a distance selling contract other than an excepted contract.

(4) Except as provided in (1) to (3), a firm must not, in an agreement for
a retail banking service, seek to make a banking customer liable for
any consequential loss in respect of an unauthorised payment.

Value date.....................................................................................................
(1) The reference date used by a firm for the purpose of calculating

interest on funds credited to an account of a banking customer held
with it must be no later than:

(a) the business day on which the funds are credited to the account
of the firm; or

(b) in the case of cash placed with a firm for credit to a banking
customer's account in the same currency as that account,
immediately after the firm receives the funds.

(2) Paragraph (1) does not apply to funds credited to a banking
customer's account by means of a paper cheque.

Non-execution or defective execution of payments.....................................................................................................
(1) Where a banking customer claims that a payment has not been

correctly executed, it is for the firm to prove that the payment was
authenticated, accurately recorded, entered in the firm's accounts and
not affected by a technical breakdown or some other deficiency.

(2) In paragraph (1) "authenticated" means the use of any procedure by
which a firm is able to verify the use of a specific payment
instrument, including its personalised security features.

(1) Where a payment from an account of a banking customer is executed
in accordance with the payment routing information provided in
respect of that payment, it shall be treated as correctly executed by
each firm involved in executing the payment.

(2) Where incorrect payment routing information has been provided to a
firm in respect of a payment:

(a) ■ BCOBS 5.1.16R and ■ BCOBS 5.1.17Rdo not apply in relation to that
payment;

(b) the firm must make reasonable efforts to recover the funds
involved in the transaction; and
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(c) if the firm is unable to recover the funds it must, on receipt of a
written request, provide to the banking customer all available
relevant information in order for the banking customer to claim
repayment of the funds.

(2A) A firm that is in receipt of funds as the result of the provision of
incorrect payment routing information by a banking customer must
co-operate with the firm that is seeking to recover the funds, in
particular by providing all relevant information for the collection of
the funds.

(3) A firm and a banking customer may agree on a charge for taking the
steps referred to in (2)(b). Any such charge must reasonably
correspond to the firm's actual costs.

For the purposes of ■ BCOBS 5.1.15R ‘relevant information’ will include the
name of the account holder into whose account the funds have been paid,
and an address at which documents can be effectively serviced on that
person.

■ BCOBS 5.1.15R (2) (c) and ■ BCOBS 5.1.15R (2A) may require a firm to disclose
personal data about a customer to whom it provides a bank account where
funds have been transferred to that account as a result of incorrect payment
routing information. When providing information to the customer to ensure
the fair and transparent processing of personal data as required by
applicable data protection legislation a firm should take account of its
potential obligations under ■ BCOBS 5.1.15R(2)(c) and ■ BCOBS 5.1.15R(2A).

(1) Where a banking customer instructs or requests a firm to make a
payment from his or her account and the payment is not correctly
executed, the firm must, without undue delay:

(a) refund to the banking customer the amount of the non-executed
or defective payment; and

(b) where applicable, restore the banking customer's account to the
state in which it would have been had the defective payment not
taken place;

unless:

(c) the firm can prove that the amount of the payment was received
by another firm (referred to in this rule as "firm B") with which
the relevant account of the intended recipient is held.

(2) Where (1)(c) applies, firm B must:

(a) immediately make available the amount of the payment to the
intended recipient; and

(b) where applicable, credit the corresponding amount to the
intended recipient's account.
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Where:

(1) an instruction or request for a payment to be made from a banking
customer's account is given by the intended recipient of that payment
to a firm;

(2) that firm can prove that it correctly transmitted the instruction or
request to the firm with which the relevant account of the banking
customer is held (in this rule referred to as "firm A"); and

(3) the payment is not correctly executed;

firm A must, as appropriate and without undue delay:

(4) refund to that banking customer the amount of the payment; and

(5) restore that banking customer's account to the state in which it
would have been had the defective payment not taken place.

Where a firm is required to give a refund or take other remedial action
under ■ BCOBS 5.1.16R or ■ BCOBS 5.1.17R, it must also refund:

(1) any charges for which a banking customer is responsible; and

(2) any interest which a banking customer must pay;

as a consequence of the non-execution or defective execution of the
payment.

Where the non-execution or defective execution of a payment by a firm is
due to abnormal and unforeseeable circumstances beyond the firm's control,
the consequences of which would have been unavoidable despite all efforts
to the contrary, ■ BCOBS 5.1.16R to ■ BCOBS 5.1.18R shall not apply with respect
to that incorrectly executed payment.
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6.1 The right to cancel

Introduction.....................................................................................................
Except as provided for in ■ BCOBS 6.1.2 R, a banking customer has a right to
cancel a contract for a retail banking service (including a cash deposit ISA but
excluding a cash-only lifetime ISA) without penalty and without giving any
reason, within 14 calendar days.

[Note: article 6(1) of the Distance Marketing Directive in relation to distance
contracts]

There is no right to cancel:

(1) a contract (other than a cash deposit ISA) where the rate or rates of
interest payable on the deposit are fixed for a period of time
following conclusion of the contract;

(2) a contract whose price depends on fluctuations in the financial
market outside the firm's control that may occur during the
cancellation period; or

(3) a cash deposit CTF (other than a distance contract).

A firm may provide longer or additional cancellation rights voluntarily but, if
it does, these should be on terms at least as favourable to the banking
customer as those in this chapter, unless the differences are clearly explained.

Firms are reminded that the cancellation rules in ■ COBS 15 apply to the
cancellation by a banking customer of a cash-only lifetime ISA.

Beginning of cancellation period.....................................................................................................
The cancellation period begins:

(1) either from the day of the conclusion of the contract for the retail
banking service; or

(2) from the day on which the banking customer receives the contractual
terms and conditions of the retail banking service and any other pre-
contractual information required under this sourcebook, if that is
later than the date referred to in (1) above.

[Note: article 6(1) of the Distance Marketing Directive in relation to distance
contracts]
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Disclosing the right to cancel.....................................................................................................
(1) The firm must disclose to a banking customer in good time or, if that

is not possible, immediately after the banking customer is bound by a
contract for a retail banking service, and in a durable medium, the
existence of the right to cancel, its duration and the conditions for
exercising it including information on the amount which the banking
customer may be required to pay, the consequences of not exercising
it and practical instructions for exercising it, indicating the address to
which the notification of cancellation should be sent.

(2) This rule applies only where a banking customer would not otherwise
receive the information referred to in (1) under a rule in this
sourcebook from the firm (such as under ■ BCOBS 3.1.2 R to ■ 3.1.5 R
(the distance marketing disclosure rules)).
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6.2 Exercising the right to cancel

If a banking customer exercises his right to cancel he must, before the expiry
of the cancellation period, notify this following the practical instructions
given to him. The deadline shall be deemed to have been observed if the
notification, if in a durable medium available and accessible to the recipient,
is dispatched before the cancellation period expires.

[Note: article 6(6) of the Distance Marketing Directive for distance contracts]

The firm should accept any indication that the banking customer wishes to
cancel as long as it satisfies the conditions for notification. In the event of
any dispute, unless there is clear written evidence to the contrary, the firm
should treat the date cited by the banking customer as the date when the
notification was dispatched.

Record keeping.....................................................................................................
The firm must make adequate records concerning the exercise of a right to
cancel and retain them for at least three years.
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6.3 Effects of cancellation

By exercising a right to cancel, a banking customer withdraws from the
contract and the contract is terminated.

Payment for the service provided before cancellation.....................................................................................................
(1) This rule applies in relation to a contract for a retail banking service

that is not a cash deposit ISA or a cash deposit CTF.

(2) When a banking customer exercises the right to cancel he may only
be required to pay, without any undue delay, for the service actually
provided by the firm in accordance with the contract. The amount
payable must not:

(a) exceed an amount which is in proportion to the extent of the
service already provided in comparison with the full coverage of
the contract;

(b) in any case be such that it could be construed as a penalty.

[Note: article 7(1), (2) and (3) of the Distance Marketing Directive in
relation to distance contracts]

(3) The firm may not require a banking customer to pay any amount on
the basis of this rule unless it can prove that the banking customer
was duly informed about the amount payable and, in the case of a
contract which is a distance contract, in conformity with the distance
marketing disclosure rules. However, in no case may the firm require
such payment if it has commenced the performance of the contract
before expiry of the cancellation period without the banking
customer's prior request.

[Note: article 7(1), (2) and (3) of the Distance Marketing Directive in relation
to distance contracts]
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6.4 Obligations on cancellation

Firm's obligation.....................................................................................................
The firm must, without undue delay and within 30 calendar days, return to
the banking customer any sums it has received from him except for any
amount that the banking customer may be required to pay under
■ BCOBS 6.3.2 R. This period begins from the day on which the firm receives
the notification of cancellation.

[Note: article 7(1), (2) and (3) of the Distance Marketing Directive in relation
to distance contracts]

Banking customer's obligation.....................................................................................................
The firm is entitled to receive from the banking customer any sums or
property he has received from the firm without any undue delay and no
later than within 30 calendar days. This period begins from the day on which
the banking customer dispatches the notification of cancellation.

[Note: article 7(5) of the Distance Marketing Directive in relation to distance
contracts]

Any sums payable under this section on cancellation of a contract are owed
as simple contract debts and may be set off against each other.
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6.5 Other applicable legislation

This chapter applies as modified to the extent necessary for it to be
compatible with any enactment, including legislation relating to child trust
funds.
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7.1 Application

What?.....................................................................................................
(1) This chapter requires a firm to publish information about its provision

of personal current accounts and business current accounts.

(2) In this chapter:

(a) (except in ■ BCOBS 7.6A) a “personal current account” means an
account, other than a current account mortgage or a premium
service account, which is a payment account within the meaning
of the Payment Accounts Regulations (see ■ BCOBS 7.1.3G(2));

(aa) (in ■ BCOBS 7.6A) a “personal current account” means an account,
other than a current account mortgage which is a payment
account within the meaning of the Payment Accounts
Regulations (see ■ BCOBS 7.1.3G(2));

(b) a “business current account” means an account which would be a
personal current account if the banking customer were a
consumer (with the definition of “personal current account” in
(2)(a) applying for the purposes of this sub-paragraph as if the
words “or a premium service account” were omitted) (see
■ BCOBS 7.1.3G(3));

(c) each of the following is a “premium service account”:

(i) an account of a type:

(A) in respect of which banking customers receive better or
faster service, assessed by reference to any of the
information which the firm must publish under this
chapter, than that provided in respect of one or more
other types of personal current account held with the
firm under the relevant trading name;

(B) which requires the banking customer to do either or
both of the following:

(B) maintain a credit balance in the account, exceeding an
amount specified by the firm, and

(B) make deposits into the account each month, exceeding
an amount specified by the firm; and

(C) which is held by fewer than 20% of the holders of
personal current accounts held with the firm under the
relevant trading name (with the definition of “personal
current account” in (2)(a) applying for the purposes of
this sub-paragraph as if the words “or a premium service
account” were omitted); and

(ii) an account:

(A) held by a banking customer who receives better or faster
service, assessed by reference to any of the information
which the firm must publish under this chapter, than the
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service provided to other banking customers holding the
same type of personal current account with the firm
under the relevant trading name (a “premium
customer”);

(B) where the firm’s treatment of the banking customer as a
premium customer is dependent on the banking
customer doing either or both of the following:

(B) maintaining a credit balance in the account, exceeding
an amount determined by the firm, and

(B) making deposits into the account each month, exceeding
an amount determined by the firm; and

(C) of a type of which the premium customers constitute
fewer than 20% of the holders of personal current
accounts of that type (with the definition of “personal
current account” in (2)(a) applying, for the purposes of
this sub-paragraph, as if the words “or a premium service
account” were omitted); and

(d) a “private bank” is a bank or building society, or an operationally
distinct brand of such a firm, over half of whose personal current
account customers each had throughout the previous financial
year net assets with a total value of not less than £250,000. For
this purpose:

(i) net assets do not include:

(A) the value of the banking customer’s primary residence or
any loan secured on that residence;

(B) any rights of the banking customer under a qualifying
contract of insurance within the meaning of the
Regulated Activities Order; and

(C) any benefits (in the form of pensions or otherwise) which
are payable on the termination of the service of the
banking customer or on their retirement and to which
the banking customer (or the banking customer’s
dependents are), or may be, entitled.

(ii) “previous financial year” means the most recent period of
one year ending on 31 March.

(e) “refused payment fee” means any fee payable by a payment
service user where a payment service provider refuses to execute
a payment order or to initiate a payment transaction, where such
a fee is permitted in accordance with regulation 82(3) of the
Payment Services Regulations.

Who?.....................................................................................................
(1) This chapter applies to a firm in relation to a current account

measurement period (see ■ BCOBS 7.7.1R):

(a) in respect of personal current accounts held with the firm under
a trading name of the firm, if:

(i) at the start of the current account measurement period,
70,000 or more personal current accounts are held with the
firm under that trading name; and
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(ii) 70,000 or more personal current accounts were held with the
firm under that trading name throughout the previous two
current account measurement periods; and

(b) in respect of business current accounts held with the firm under a
trading name of the firm, if:

(i) at the start of the current account measurement period,
15,000 or more business current accounts are held with the
firm under that trading name; and

(ii) 15,000 or more business current accounts were held with the
firm under that trading name throughout the previous two
current account measurement periods.

(2) This chapter does not apply in relation to:

(a) an account held by a banking customer in respect of whom the
main correspondence address held by the firm is outside the
United Kingdom;

(b) an account held by a banking customer aged under 18 at the
start of the relevant current account measurement period (see
■ BCOBS 7.7.1R(1)); or

(c) an account which may be used for a currency other than a
currency of the United Kingdom.

(3) This chapter does not apply to a credit union.

(4) This chapter does not apply to a private bank.

(5) But this rule is subject to ■ BCOBS 7.1.4.R.

(1) This chapter applies to a firm separately in relation to personal
current accounts and business current accounts, for each of its trading
names as notified to the FCA in accordance with ■ SUP 16 Annex 16AR.
For example, a firm which only has 50,000 personal current accounts
and no business current accounts will not be subject to the
requirements of this chapter (except where ■ BCOBS 7.1.4R applies). If
a firm has two trading names, with 150,000 personal current accounts
held with the firm under the first name and 50,000 personal current
accounts under the second name, and only 10,000 business current
accounts, the requirements of this chapter will apply to the firm only
in respect of the first trading name and only in respect of personal
current accounts (except where ■ BCOBS 7.1.4R applies). The numbers
in ■ BCOBS 7.1.1R and ■ 7.1.2R apply to the number of accounts, rather
than the number of account holders.

(2) The definitions of “personal current account” and “business current
account” both refer to the definition of a “payment account” under
the Payment Accounts Regulations, that is: “an account held in the
name of one or more consumers through which consumers are able
to place funds, withdraw cash and execute and receive payment
transactions to and from third parties, including the execution of
credit transfers, but does not include any of the following types of
account provided that the account is not used for day-today payment
transactions: savings accounts; credit card accounts where funds are
usually paid in for the sole purpose of repaying a credit card debt;
current account mortgages or e-money accounts”. The FCA has issued
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guidance on that definition: see FG16/6 – Payment Accounts
Regulations 2015.

(3) A payment account under the Payment Accounts Regulations is one
which is held by a consumer, namely a natural person acting for
purposes which are outside that person’s trade, business, craft or
profession. A business current account (defined in ■ BCOBS 7.1.1R(2)(b))
is not a payment account because it is not held by a consumer, but is
one which would be a payment account if the account holder were a
consumer. The exclusion of “premium service accounts” (see (7)) does
not apply to business current accounts.

(4) Accounts held by banking customers whose main correspondence
address is outside the United Kingdom are excluded both from the
number of accounts and from the requirements of ■ BCOBS 7.3 to
■ 7.6. Accounts held by persons under the age of 18, or which can
only be used for foreign currency, are also excluded; but a joint
account should be included if one of the account holders is aged 18
or older.

(5) BCOBS applies only to the activity of accepting deposits from banking
customers carried on from an establishment maintained by it in the
United Kingdom (see ■ BCOBS 1.1.1R). Therefore, this chapter only
applies to accounts operated and activities carried out from United
Kingdom branches and not, where a firm also has branches outside
the United Kingdom, from non-United Kingdom branches.

(6) ■ BCOBS 7.1.2R also makes provision for firms whose current account
businesses are growing or contracting. For example, a firm which
passes the 70,000 threshold for the first time on 29 March, and then
stays above it, will have to measure the time it takes do to those
things which ■ BCOBS 7.3 to ■ 7.6 require to be measured starting from
1 October, and to publish its first statistics (relating to the period
from 1 October to 31 December) on or before 15 February of the
following year. It will also have to publish the other information
required by ■ BCOBS 7.3 to ■ 7.6 from 1 October. (See ■ BCOBS 7.7.1R.)

(7) Premium service accounts are excluded from ■ BCOBS 7.3 to ■ 7.6 but
not from ■ BCOBS 7.6A. Premium service accounts are those personal
current accounts which have eligibility criteria relating to minimum
balances or minimum monthly deposits (or both), and whose holders
receive better service than non-premium service accounts, based on
any of the information or data which this chapter requires a firm to
publish. For example, an account which has staff available to respond
to relevant queries through telephone banking for more hours of the
day than other accounts, or whose account holders can replace a lost
debit card more quickly than other accounts, would be a premium
service account. An account may be premium on the basis either that
it is of a type only made available to eligible banking customers, or
because the banking customer is treated as premium compared to
other holders of accounts of that type. But an account is not a
premium service account for this purpose if accounts of that type of
account are held by 20% or more of the firm’s personal current
account banking customers, or, where the type of account is held by
both premium and non-premium banking customers, the premium
banking customers constitute 20% or more of the holders of that
type of account. All accounts are treated as non-premium for the
purposes of the 20% calculation.

https://www.legislation.gov.uk/uksi/2015/2038/2018-08-15
https://www.legislation.gov.uk/uksi/2015/2038/2018-08-15
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(1) This rule applies to a firm to which this chapter does not otherwise
apply in respect of either or both of personal current accounts and
business current accounts held under a particular trading name.

(2) This rule applies to information which covers the same subject matter
as that to which any of the following rules apply (“regulated
information”):

(a) ■ BCOBS 7.3.5R(1) (information about the speed of the account
opening process);

(b) ■ BCOBS 7.4.1.R(1) (information about the time taken to replace a
lost, stolen or stopped debit card);

(c) ■ BCOBS 7.6.1R(1) (information about operational and security
resilience); and

(d) ■ BCOBS 7.6.3R(1) (complaints).

(3) The firm must not publish any regulated information or include any
regulated information in a communication or financial promotion
addressed to a banking customer or a potential banking customer,
unless the firm publishes information that:

(a) would meet the requirements of ■ BCOBS 7.3.5R, ■ BCOBS 7.4.1R,
■ BCOBS 7.6.1R or ■ BCOBS 7.6.3R as the case may be,

(b) has been calculated in accordance with the requirements of this
chapter, and

(c) is published in the format and order required by this chapter

as if the firm were a firm to which this chapter (apart from this rule)
applied in respect of that information in relation to that trading
name.

(4) The requirement in (3)(c) to publish information in the order required
by this chapter does not require a firm to publish information which,
but for this rule, the firm would not be required to publish.

(1) If a firm does not have 70,000 personal current accounts, or 15,000
business current accounts, under a particular brand (i.e. trading
name), this chapter does not require the firm to publish information
about its personal current account service or its business current
account service (as relevant) for that brand. However, if a firm
chooses to publish information about that brand which is within the
scope of the rules in this chapter relating to speed of service,
operational and security resilience or complaints (‘regulated
information’), the firm must comply with the relevant rule in full as if
this chapter did apply to that brand. This means that the firm must
measure and calculate the information to be published, and publish
it, as required by this chapter.

(2) The same applies to a credit union or private bank that publishes any
regulated information.

(3) Where a firm is required to publish information under ■ BCOBS 7.1.4R,
it should publish it in the order and format required by this chapter.
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But the requirement to follow a particular order of presenting
information does not require the firm to publish information under a
rule not specified in ■ BCOBS 7.1.4R(3) that it not would otherwise be
required to publish.
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7.2 What information is to be published
and how is it to be measured?

Publication of information about personal current accounts
and business current accounts.....................................................................................................

(1) A firm to which this chapter applies must publish the information and
statements specified in ■ BCOBS 7.3 to ■ 7.6:

(a) separately, in relation to each trading name in respect of which
the firm has 70,000 or more personal current accounts;

(b) separately, in relation to each trading name in respect of which
the firm has 15,000 or more business current accounts; and

(c) subject to (2), separately for personal current accounts and
business current accounts in relation to each of those trading
names.

(1A) A firm to which this chapter applies must publish the information and
statements specified in ■ BCOBS 7.6A separately, in relation to each
trading name in respect of which the firm has 70,000 or more
personal current accounts.

(2) Where any of the information or statements which a rule in (3)
requires a firm to publish is the same for both personal current
accounts and business current accounts, the firm may publish a single
set of information or a single statement for both personal current
accounts and business current accounts.

(3) The rules are:

(a) ■ BCOBS 7.3.1R (information needed to open a current account);
and

(b) ■ BCOBS 7.3.3R (information about how an account may be
opened).

(4) But this rule does not oblige a firm to separate any data to which it
provides a link under ■ BCOBS 7.6.3R (complaints) between personal
current accounts and business current accounts.

(1) Where a firm is subject to this chapter in respect of more than one
trading name, ■ BCOBS 7.2.1R requires the firm to publish separate
information for each of its trading names. And where a firm is subject
to this chapter in respect of both personal current accounts and
business current accounts, ■ BCOBS 7.2.1R requires the firm to publish
separate information for personal current accounts and business
current accounts, for each trading name. (■ BCOBS 7.2.1R(3) provides
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for an exception, where standing information about personal current
accounts and business current accounts is the same: in that case, the
firm may publish a single set of information required by the rules
listed in ■ BCOBS 7.2.1R(3) but should indicate that it applies to both
personal current accounts and business current accounts.)

(2) But the following rules apply to personal current accounts and
business current accounts separately: firms should not publish a single
set of information covering both categories. These rules apply to the
category as a whole and not to different types of product or account
within those two categories. If a firm offers more than one type of
current account within either or both of those two categories under
the same trading name, the information in relation to all those types
of account is to be aggregated within the relevant category. The rules
are:

(a) ■ BCOBS 7.3.5R(1) (information about the speed of the account
opening process);

(b) ■ BCOBS 7.4.1R(1) (information about the time taken to replace a
lost, stolen or stopped debit card); and

(c) ■ BCOBS 7.6.1 (information about operational or security
resilience).

(3) ■ BCOBS 7.6.3R requires a firm to provide links to complaints data.
■ BCOBS 7.2.1R does not require the firm to separate that complaints
data between personal current accounts and business current
accounts; accordingly, the firm may provide the same links under
■ BCOBS 7.6.3R in respect of both personal current accounts and
business current accounts.

For the purposes of ■ BCOBS 7.3 to ■ 7.6:

(1) a working account number is to be treated as generated for a
banking customer only when the account number has been issued to
the banking customer and the banking customer is able to make
deposits into the account;

(2) when a firm issues a debit card, personal identification number, item
of information or any other thing to a banking customer, it is be
treated as issued:

(a) on the same day, if the banking customer receives it that day;
else

(b) on the day on which the banking customer would ordinarily be
expected to receive it, in accordance with the delivery method by
which the firm sent it;

(3) a reference to an average number of days is a reference to the mean,
expressed as a whole number of days;

(4) “telephone banking” means a facility provided by the firm, other
than mobile banking, which enables a banking customer to use voice
telephony to ascertain the balance on an account and initiate a
payment transaction on the account;
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(5) “mobile banking” means a software application provided by the firm
which enables a banking customer, by use of an electronic device
(including a smartphone, a tablet computer and a desktop computer)
on which that application is installed, to ascertain the balance on an
account and initiate a payment transaction on the account;

(6) “internet banking” means a facility provided by the firm, other than
mobile banking, which enables a banking customer to use the
internet to ascertain the balance on an account and initiate a
payment transaction on the account; and

(7) internet banking is to be treated as enabled only when the firm has
issued all information, and any devices specific to the firm (for
example, a card reader), necessary for the banking customer to use
internet banking.

(1) ■ BCOBS 7.2.3R(2) specifies that, when a firm issues a debit card,
personal identification number, item of information or any other
thing to a person, it is to be treated for the purposes of ■ BCOBS 7.3
to ■ 7.6 as having been issued to a banking customer only when the
banking customer would ordinarily be expected to have received it.
For example, if a debit card is sent to a customer by first class post, it
will be treated under ■ BCOBS 7.2.3R(2) as issued on the day after the
day on which it was posted (or, if posted on a Saturday, as issued on
the Monday); and if sent by second class post, as issued on the third
day after the day on which it was posted (or, if posted on a Thursday,
as issued on the Monday).

(2) When counting the number of days taken:

(a) firms should count each part of a day after the day from which
the firm starts counting as a whole day;

(aa) something done on the same day as the day from which the firm
starts counting should be counted as done within zero day; and

(b) something done on the day following the day from which the
firm starts counting should be counted as done within one day.

(3) Where ■ BCOBS 7.3 to ■ 7.5 require a percentage or an average to be
published, the percentage is to be expressed as an integer and the
average is to be expressed as a whole number of days, with a
fractional part of a figure which is 0.5 or over being rounded up and
a fractional part of less than 0.5 being rounded down.
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7.3 Account opening information

Information needed to open a current account.....................................................................................................
(1) In relation to each type of personal current account and each type of

business current account that it offers, a firm must publish either:

(a) a statement that the firm has published a list of the information
and documents which, as a minimum, the firm requires to open
an account for a banking customer who is not currently a
customer of the firm; or

(b) a statement that the firm does not publish such a list.

(2) The statement must be in the form specified in the first row of Table
1 in ■ BCOBS 7 Annex 1R.

(3) A firm must not publish a statement as in (1)(a) unless the statement
either includes the list or indicates where the list is available.

(4) For the purposes of (3), a list is not to be treated as available unless it
has been published in the same manner as the statement in (1).

(1) ■ BCOBS 7.3.1R requires a firm to publish a statement indicating
whether or not a list of the minimum information and documents
necessary to open each type of account that it offers is available. That
list must itself be published on the firm’s website: this is the effect of
■ BCOBS 7.3.1R(3) and ■ BCOBS 7.7.2R. The statement must either include
the list or provide a link to it.

(2) The list should set out the minimum information and documents that
the firm needs to open each type of account that it offers for a new
customer. For example, the list might specify what types of proof of
identity or proof of address the firm requires, whether they must be
original copies or certified copies, etc.

(3) Firms have discretion about how to present the list. If the list is the
same for all, or most, of their accounts, they may choose to publish a
single list and indicate any exceptions or differences that relate to
particular accounts.

(4) In individual cases, the firm’s obligations under the Money
Laundering Regulations, or its other anti-fraud procedures, might
mean that the firm requires additional or more particular information
or documents to open an account: ■ BCOBS 7.3.1R does not affect a
firm’s responsibility for discharging those obligations or carrying out
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those procedures fully and properly. Firms are reminded of their
obligations under ■ SYSC 6.1.1R and ■ 6.3.

(5) Firms may wish to include a comment in their list of documents that
additional information or documents may be required on a case-by-
case basis. But ■ BCOBS 7.3.1R does not prevent a firm from publishing
a more comprehensive list if it wishes to do so.

Information about how an account may be opened.....................................................................................................
(1) In relation to each type of personal current account and each type of

business current account that it offers, a firm must publish
information about whether it is possible to open the account:

(a) without visiting a branch;

(b) where a visit to a branch is required, without an appointment;

(c) on the basis of documents and information supplied in electronic
form; and

(d) by post.

(2) Unless the information is true in all cases, the information must
include a statement to the effect that, although the information may
be true in some cases, it may not be true in all cases.

(3) The statement must be in the form specified in the second row of
Table 1 in ■ BCOBS 7 Annex 1R, and must appear immediately below
the information published under ■ BCOBS 7.3.1R and on the same
webpage.

(4) The firm must include, in the format and using the language specified
in Table 6 of ■ BCOBS 7 Annex 1R, on the same webpage as, and
immediately below, the information it publishes under ■ BCOBS 7.6.3R,
either:

(a) a link to the information it has published under ■ BCOBS 7.3.1R
and ■ 7.3.3R(1)to (3), or

(b) a statement that it does not publish information about how a
banking customer may open an account or what information and
documents the firm requires to open an account.

(1) ■ BCOBS 7.3.3R(1) to (3) requires a firm to publish information about
the manner in which each of its types of account may be opened. If
the information is the same for all the firm’s personal current
accounts or, as the case may be, business current accounts, the firm
may publish a single statement covering all of those accounts.

(2) The firm may publish the information required by ■ BCOBS 7.3.1R and
■ BCOBS 7.3.3R(1) to (3) on the same webpage as it publishes other
information about the accounts in question; however, the
information must be easily accessible (see ■ BCOBS 7.7.2R(1)(b) and
■ 7.7.3G(1)) and the firm must include a link to that information, in
the format of Table 6 of ■ BCOBS 7 Annex 1R, on the same webpage as
the firm publishes information in the format of the other Tables in
Part 2 of that Annex.
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(3) If the firm publishes the information required by ■ BCOBS 7.3.3R(1) to
(3) on the same webpage as the other information which this chapter
requires it to publish, the information required by ■ BCOBS 7.3.3R(1) to
(3) should appear below that other information (that is, below Tables
2 to 8 of Part 2 of ■ BCOBS 7 Annex 1R).

Information about the speed of the account opening process.....................................................................................................
(1) This rule applies to information about the speed with which a firm

can open an account.

(2) A firm must publish the information in (3) about each of the
following actions completed in a current account measurement
period (see ■ BCOBS 7.7.1R):

(a) generating a working account number for a banking customer
who is not already a customer of the firm;

(b) issuing a debit card to a banking customer who requests one as
part their application to open the account or for whom issue of a
debit card is a term or condition of the account contract;

(c) enabling internet banking for a banking customer who requests
it as part their application to open the account or for whom
provision of internet banking is a term or condition of the
account contract; and

(d) providing credit under an authorised non-business overdraft
agreement or an authorised business overdraft agreement where
the banking customer has requested such credit as part of their
application to open the account.

(3) The information is:

(a) the percentage of banking customers for whom the firm
completed the relevant action on the same day;

(b) the average number of days the firm took to complete that
action; and

(c) the number of days within which the firm completed that action
for 99% of banking customers for whom that action was
completed.

(4) The firm must publish the information in the format specified in
Table 7 of ■ BCOBS 7 Annex 1R.

(5) That Table must appear on the same webpage as, and immediately
below, the information the firm publishes under ■ BCOBS 7.3.3R(4).

(6) For the purposes of (2)(a) and (3):

(a) where the firm has published a list under ■ BCOBS 7.3.1R in
relation to that type of account:

(i) the firm need only publish information about those cases
where the firm does not require any information or
documents additional to those specified on that list; and

(ii) the number of days taken to generate a working account
number is to be counted from receipt of a complete
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application which includes all the information and documents
specified on the list;

(b) where the firm has not published a list under ■ BCOBS 7.3.1R in
relation to that type of account, the number of days taken to
generate a working account number is to be counted from
receipt of an application (irrespective of whether the application
is complete, or the firm requires information or documents not
included in or submitted with the application).

(7) For the purposes of (2)(b), (2)(c), (2)(d) and (3), the number of days
taken is to be counted from the day on which the firm generates a
working account number for the banking customer.

(8) When calculating the information required by this rule to be
published a firm may include data relating to a banking customer
who is already a customer of the firm if the firm does not distinguish
between such a banking customer and a banking customer who is not
already a customer of the firm when completing each of the actions
listed in ■ BCOBS 7.3.5R(2).

(1) Firms must publish information under ■ BCOBS 7.3.5R(3) separately for
each of their trading names, and separately for personal current
accounts and business current accounts for each of their trading
names. (See ■ BCOBS 7.2.1R(1).)

(2) Firms must publish the information in the format of Table 7 of
■ BCOBS 7 Annex 1R, on the same webpage as the other Tables in Part 2
of that Annex and in the order set out in that Part of that Annex.

(3) Each of the actions mentioned in ■ BCOBS 7.3.5R(2) should be
measured and published in relation to the current account
measurement period in which that action is completed, irrespective of
the current account measurement period in which each of those
other actions is completed and irrespective of the current account
measurement period in which the banking customer submitted the
application for the account.

(4) If the firm has published a list of the minimum information and
documents it needs to open the account under ■ BCOBS 7.3.1R, it need
only measure the time taken to generate a working account number
for those straightforward cases where it does not need to request
additional information or documents from the banking customer. If
the firm has not published such a list, it should measure the time
taken to generate a working account number from receipt of an
application, irrespective of whether the application is complete or the
firm requires additional information or documents not included in
the application.

(5) The firm should only treat credit as having been provided, for the
purposes of ■ BCOBS 7.3.5R(2)(d), when the funds under an arranged
overdraft granted at the time of account opening are available for
the banking customer to withdraw. An arranged overdraft with a
limit other than that requested should be counted; if no overdraft is
granted, the account should not be counted for the purposes of
■ BCOBS 7.3.5R(2)(d).
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(6) Firms are reminded of their obligations under ■ CONC 5.2 (Responsible
lending) to carry out a creditworthiness assessment before entering
into an agreement for an arranged overdraft. Firms are also reminded
of their obligations under the Money Laundering Regulations. Firms
should discharge those obligations, and carry out any other
appropriate affordability and anti-fraud checks, fully and properly
without curtailing or omitting them for the purposes of the
information to be published under ■ BCOBS 7. Firms are also reminded
of their obligations under ■ SYSC 6.1.1R and ■ 6.3.
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7.4 Replacing a debit card

Time taken to replace a stolen, lost or stopped debit card.....................................................................................................
(1) This rule applies to information about the time it takes a firm to

replace a debit card which has been lost, stolen or stopped.

(2) The firm must publish the following information about debit cards
replaced in the relevant current account measurement period (see
■ BCOBS 7.7.1R):

(a) the percentage of debit cards which the firm replaced on the
same day;

(b) the average number of days the firm took to replace a debit card;
and

(c) the number of days within which the firm replaced 99% of the
debit cards it replaced.

(3) The firm must publish the information:

(a) in the format specified in Table 8 of ■ BCOBS 7 Annex 1R; and

(b) on the same webpage as, and immediately below, the
information published under ■ BCOBS 7.3.5R.

(4) For the purposes of this rule:

(a) the time taken is to be counted from the earlier of the day on
which:

(i) the debit card is reported to the firm as lost or stolen; and

(ii) the firm stopped the debit card for any other reason; and

(b) a debit card is to be treated as replaced only when both the card
and (where relevant) personal identification number have been
issued to the banking customer.

(1) The time taken to issue a replacement debit card need not include
activation of the card. Firms are not required to measure the time
taken to replace a card on expiry of the card.

(2) Firms are reminded that regulation 71(6) of the Payment Services
Regulations requires a payment service provider to allow the use of
the payment instrument or replace it with a new payment instrument
“as soon as practicable” after the reasons for stopping its use cease to
exist.
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7.5 Availability of certain services and
helplines

(1) A firm must publish information about the days on which and the
times at which a banking customer may, by each of the methods
specified in ■ BCOBS 7.5.3R(2) to (4), carry out each of the actions
specified in ■ BCOBS 7.5.4R.

(2) The firm must publish the information:

in the format specified in Table 3 of ■ BCOBS 7 Annex 1R; and

on the same webpage as, and immediately below, the
information published under ■ BCOBS 7.5.2R.

A firm must publish information indicating whether or not it is
possible, twenty four hours a day and every day of the year, for a
banking customer and, in relation to ■ BCOBS 7.5.5R(j) and (k), a
potential banking customer to discuss with the firm:

(a) each of the actions specified in ■ BCOBS 7.5.4R; and

(b) each of the matters specified in ■ BCOBS 7.5.5R.

(2) A firm may publish information indicating that it is so possible only if
it is possible to discuss those actions and those matters, by one or
more of the methods specified in ■ BCOBS 7.5.3R(1), (3) and (4), with a
member of staff of the firm who has been trained to discuss the
relevant action or matter.

(3) If it is so possible, the firm must publish:

(a) by which of those methods it is possible; and

(b) the contact details for the firm for each method.

(4) If it is not so possible by all of the methods specified in
■ BCOBS 7.5.3R(1), (3) and (4), the firm must publish information about
the days on which and the times at which a banking customer and, in
relation to■ BCOBS 7.5.5R(j) and (k), a potential banking customer
may, by each of the methods specified in ■ BCOBS 7.5.3R(1), (3) and (4),
discuss with the firm:

(a) each of the actions specified in ■ BCOBS 7.5.4R; and

(b) each of the matters specified in ■ BCOBS 7.5.5R.

(5) In the information published under (4), the firm may only indicate
days on which and times at which the banking customer or potential
banking customer may discuss the action or matter with a member of
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staff of the firm who has been trained to discuss the relevant action
or matter.

(6) The firm must publish the information required by this rule:

(a) in the format specified in Table 2 of ■ BCOBS 7 Annex 1R, using the
descriptions in the right hand column in each of ■ BCOBS 7.5.4R
and ■ BCOBS 7.5.5R to refer to the actions and the matters; and

(b) on the same webpage as, and immediately below, the statement
published in accordance with ■ BCOBS 7.7.2R(2).

The methods are:

(1) telephone (other than telephone banking);

(2) telephone banking;

(3) internet banking; and

(4) mobile banking.

The actions are:

Action Description

(a) ascertain the balance on the checking the balance
account

(b) access a transaction history accessing a transaction history
covering at least the previous
90 days

(c) initiate a payment transaction sending money within the UK
to a payee in the United
Kingdom

(d) set up a standing order to a setting up a standing order
payee in the United Kingdom

(e) initiate a payment in a currency sending money outside the UK
other than a currency of the
United Kingdom to a payee out-
side the United Kingdom

(f) make a deposit by cheque paying in a cheque

(g) cancel a cheque cancelling a cheque

The matters are:

Matter Description

(a) use of a debit card to with- cash withdrawal in a foreign cur-
draw money in a currency rency outside the UK
other than a currency of the
United Kingdom from a ma-
chine or at an establishment
outside the United Kingdom
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(b) overdrawing without a pre- a lack of funds: including unar-
arranged overdraft or ex- ranged overdrafts, payments we al-
ceeding a pre-arranged low despite lack of funds and pay-
overdraft limit ments we refuse due to lack of

funds(c) a payment made from the
account although the result
of the payment is that the
banking customer over-
draws without a pre-ar-
ranged overdraft or exceeds
a pre-arranged overdraft

(d) a payment not made from
the account where the re-
sult of the payment would
be that the banking cus-
tomer overdraws without a
pre-arranged overdraft or
exceeds a pre-arranged
overdraft

(e) a direct debit within the a direct debit, or allowing someone
meaning of the Payment Ser- to collect one or more payments
vices Regulations from your account using your debit

card number

(f) an attorney obtaining access third party access to an account, for
to the account example under a power of attorney

(g) inability of a banking cus- problems using internet banking or
tomer to access or use: mobile banking

(i)internet banking; or

(ii)mobile banking

(h) a suspicion of fraud on the reporting a suspected fraudulent in-
account or a fraudulent cident or transaction
transaction

(i) the stopping of a debit progress following an account sus-
card, and the suspension of pension or card cancellation, e.g.
transactions on the account following a fraud incident

(j) opening an account account opening: including eligibil-
ity for an arranged overdraft, what(k) eligibility for an arranged
is required to open an account andoverdraft
an indication of what arranged
overdraft may be available

(1) This section requires firms to publish various types of information:

(a) information about how and when banking customers can carry
out certain actions on their account;

(b) information indicating whether or not 24-hour help is available
for banking customers to raise queries about carrying out the
actions on their account specified in ■ BCOBS 7.5.4R or about the
matters specified in ■ BCOBS 7.5.5R, and for prospective banking
customers to raise queries about account opening and overdraft
availability;

(c) where 24-hour help is not available under one or more of the
methods specified in ■ BCOBS 7.5.3R, information about how and
when banking customers can raise queries about carrying out
certain actions on their account and various other matters; and
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how and when prospective banking customers can raise queries
about account opening and overdraft availability; and

(d) contact details for the firm for each method: for example, the
telephone number for the relevant helpline or for telephone
banking, the website address for internet banking, or the name
of the application for mobile banking or a link to the place
where the banking customer can download it.

(2) A firm should only indicate that help is available (i.e. an action or
matter may be discussed) where the banking customer or prospective
banking customer is able to discuss the action or matter with a
member of staff who has been appropriately trained to respond to
such queries. This might mean, for example, a customer call centre
responding to telephone queries or live webchat for internet
banking, operated by appropriately trained staff. Automated
responses, an FAQ list which filters out queries, or a messaging or
mailbox system would not be sufficient; the discussion must involve
real-time interaction.

(3) In respect of ■ BCOBS 7.5.1R and ■ BCOBS 7.5.2R, firms should complete
Tables 2 and 3 in Part 2 of ■ BCOBS 7 Annex 1R by: stating “24 hours” in
the relevant cell; or setting out in the relevant cell the days and the
times at which banking customers can carry out the relevant actions,
and discuss the relevant actions and the relevant matters, by the
relevant methods; or stating “not possible” in that cell if an action
cannot be done or a matter cannot be discussed by a particular
method. Firms may annotate the Table to indicate whether different
times apply to bank holidays.

(4) In Tables 2 and 3, if contact details or opening hours differ between
types of account or between categories of customer, firms should
either annotate the Table accordingly, or produce different copies of
the Table for different types of account or categories of customer.
And in Table 2, if the contact details for a particular matter differ
from those given at the top of the relevant column for a particular
method, firms should include the correct contact details for the
relevant matter in the relevant row of that column.

(5) In relation to the matter in ■ BCOBS 7.5.5R(h), i.e. suspicion of fraud,
firms are reminded that regulation 73(1)(c) of the Payment Services
Regulations requires payment service providers to “ensure that
appropriate means are available at all times” to enable payment
service users to notify the payment service provider of the loss or
unauthorised use of a payment instrument.



BCOBS 7 : Information about Section 7.6 : Publication of information
current account services about major operational or security incidents,

and complaints information

7R7.6.1

■ Release 42 ● Dec 2024 www.handbook.fca.org.uk BCOBS 7/21

7.6 Publication of information about
major operational or security
incidents, and complaints
information

Major operational or security incidents.....................................................................................................
(1) This rule applies to information about the firm’s operational or

security resilience.

(2) The firm must publish the information in (3) about the major
operational or security incidents in respect of which the firm has
submitted an initial report to the FCA under regulation 99 of the
Payment Services Regulations in a current account measurement
period (see ■ BCOBS 7.7.1R).

(3) The information is:

(a) the total number of major operational or security incidents
reported in the relevant current account measurement period
(see ■ BCOBS 7.7.1R);

(b) the number of major operational or security incidents reported in
that period, affecting each of:

(i) telephone banking;

(ii) mobile banking; and

(iii) internet banking;

(c) the total number of major operational or security incidents
reported in that period aggregated with those reported in the
preceding three current account measurement periods; and

(d) the number of major operational or security incidents reported in
that period aggregated with those reported in the preceding
three current account measurement periods, affecting each of:

telephone banking;

mobile banking; and

internet banking.

(4) The firm must publish the information required by this rule:

(a) in the format specified in Table 4 of ■ BCOBS 7 Annex 1R; and

(b) on the same webpage as, and immediately below, the
information published under ■ BCOBS 7.5.1R.
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■ BCOBS 7.6.1R requires firms to publish information about the number of
initial reports about major operational or security incidents that it makes to
the FCA under regulation 99 of the Payment Services Regulations. The
published numbers relate to: the total number of initial reports in the last
current account measurement period, and in the last four current account
measurement periods; and the number of incidents affecting each of
telephone banking, mobile banking and internet banking, again in the last
current account measurement period, and in the last four current account
measurement periods. Firms are not required to publish separate numbers
for commercial channels affected by a major operational or security incident
other than telephone banking, mobile banking and internet banking.

Information about complaints.....................................................................................................
(1) This rule applies to information about complaints made to or about a

firm.

(2) The firm must publish:

(a) either:

(i) an indication of where the firm has published a complaints
data summary under ■ DISP 1.10A.1R in respect of the most
recent reporting period under ■ DISP 1.10.4R, or

(ii) a statement that the firm was not required to publish such a
summary; and

(b) either:

(i) if Financial Ombudsman Service Limited has published
complaints data on its website relating to the firm in its most
recent publication of complaints data, a link to that data, or

(ii) a statement that Financial Ombudsman Service Limited has
not published complaints data on its website relating to the
firm in its most recent publication of complaints data.

(3) The firm must publish the information required by this rule:

(a) in the format specified in Table 5 of ■ BCOBS 7 Annex 1R; and

(b) on the same webpage as, and immediately below, the
information published under ■ BCOBS 7.6.1R.
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7.6A Publication of pricing information
about personal current account
overdrafts

A firm must, for a trading name of the firm that this section applies to, and
for each personal current account product held by at least 5000 banking
customers on the last day of the current account measurement period under
that trading name, publish information about:

(1) the lowest and highest interest rates payable by banking customers
under authorised non-business overdraft agreements associated with
that personal current account product on the last working day of the
personal current account measurement period;

(2) the lowest and highest unarranged overdraft interest rates payable
by banking customers holding that personal current account product
on the last working day of the personal current account measurement
period;

(3) the refused payment fee payable by banking customers holding that
personal current account product on the last working day of the
personal current account measurement period; and

(4) the lowest and highest representative APR for an authorised non-
business overdraft agreement included in a financial promotion
communicated by or on behalf of the firm during the current account
measurement period.

(1) When publishing the information required under
■ BCOBS 7.6A.1R(1) and (2) a firm must:

(a) disregard an interest rate for the purpose of identifying the
highest interest rate payable by banking customers if that rate of
interest or a higher rate is payable by fewer than 1% of banking
customers holding that personal current account product ;

(b) disregard an interest rate for the purpose of identifying the
lowest interest rate payable by banking customers if that rate of
interest or a higher rate is payable by fewer than 1% of banking
customers holding that personal current account product;

(c) disregard any interest rate that has been reduced as a result of
forbearance or other arrangements entered into with a banking
customer who is in, or at risk of, financial difficulty; and

(d) disregard any interest rate that has been individually negotiated
with a banking customer.
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(2) Where the agreement provides that a tranche of borrowing attracts
no interest, that provision must be disregarded when calculating the
rate of interest to be published under ■ BCOBS 7.6A.1R(1) and (2) .

(3) The rate of interest to be published under ■ BCOBS 7.6A.1R(1) and (2)
must:

(a) be expressed as a percentage applied on an annual basis to the
amount of credit drawn down; and

(b) (where the agreement provides for compounding) be the
effective annual interest rate. The firm must use the same
assumptions to calculate this interest rate as they do for the APR.
These assumptions are set out in ■ CONC App 1.2 (Total charge for
credit rules for other agreements).

(4) Where the lowest and highest figures required to be published under
■ BCOBS 7.6A.1R are the same, the firm must publish these as a single
figure.

(5) Where no refused payment fee is payable for a personal current
account product the firm should state this as a fee of £0.

The firm must publish the information:

(1) in the format specified in Table 9 of ■ BCOBS 7 Annex 1R; and

(2) on the same webpage as, and immediately below, the information
published under ■ BCOBS 7.6.3R.
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7.7 Publication of information about
current accounts

How frequently must information be published?.....................................................................................................
(1) The information published under the rules specified in (2) must be

published in respect of each current account measurement period on
or before the publication date immediately following the end of that
current account measurement period as set out in the table below.

Current account measurement Publication date
period

the period beginning on 1 Janu- 15 May
ary and ending on 31 March

the period beginning on 1 April 15 August
and ending on 30 June

the period beginning on 1 July 15 November
and ending on 30 September

the period beginning on 1 Oc- 15 February
tober and ending on 31
December

(2) The rules are:

(a) ■ BCOBS 7.3.5R (information about the speed of the account
opening process);

(b) ■ BCOBS 7.4.1R (information about the time taken to replace a lost,
stolen or stopped debit card);

(c) ■ BCOBS 7.6.1R (information about operational and security
resilience);

(d) ■ BCOBS 7.6.3R (complaints); and

(e) ■ BCOBS 7.6A.1R (overdraft pricing information).

(2A) The information required under ■ BCOBS 7.6A.1R(1) to (3) must be
published as it stood at 5:00 pm on the last working day of the current
account measurement period.

(3) The information and statements published under the rules specified in
(4) must be published and kept up-to-date.

(4) The rules are:

(a) ■ BCOBS 7.3.1R (information needed to open a current account);

(b) ■ BCOBS 7.3.3R (information about how an account may be
opened); and
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(c) ■ BCOBS 7.5.1R and ■ 7.5.2R (information about the availability of
certain services and helplines).

How must information be published?.....................................................................................................
(1) A firm to which this chapter applies must:

(a) publish on its website the information and statements which this
chapter requires it to publish;

(b) ensure that the information and statements are easily accessible
by a banking customer or a potential banking customer; and

(c) notify the FCA of the website location where the information
and statements are published, no later than the day of their
publication.

(2) A firm to which this chapter applies must include the following
statement at the head of the webpage on which it publishes
information and statements under the rules specified in
■ BCOBS 7.7.1R(2) and ■ 7.7.1R(4)(c): “The Financial Conduct Authority
requires us to publish the following information about our [personal/
business] current accounts:”.

(3) A firm must make the information and statements published in
accordance with this chapter, with the exception of information
published under ■ BCOBS 7.6A (overdraft pricing information), publicly
available free of charge by means of an application programming
interface, if it is a firm:

(a) to which this chapter applies;

(b) which is subject to the provisions of either or both of:

(i) article 13 (release of service quality indicators) of the Retail
Banking Market Investigation Order 2017; and

(ii) regulations 69(2)(a) and 70(2)(a) of the Payment Services
Regulations; and

(c) which uses an application programming interface for the
purposes of a provision specified in (b).

(4) A firm to which (3) applies must:

(a) ensure that the application programming interface it uses for the
purposes of (3) is itself made publicly available free of charge;
and

(b) if it is a firm which is subject to article 13 (release of service
quality indicators) of the Retail Banking Market Investigation
Order 2017, use the Open Banking FCA Service Metrics API
Specification v.1.0.0, or a substantially similar API, to make
information and statements available for the purposes of (3).

(5) A firm which is subject to article 13 (release of service quality
indicators) of the Retail Banking Market Investigation Order 2017
must:

(a) on the webpage on which it publishes information under that
article, include a link to information which it is required to
publish under the rules specified in ■ BCOBS 7.7.1R(2) and
■ 7.7.1R(4)(c); and
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(b) on the webpage on which it publishes information under the
rules specified in ■ BCOBS 7.7.1R(2) and ■ 7.7.1R(4)(c), include a link
to information which it is required to publish under that article.

(1) Firms should publish information and statements under this chapter
on their websites. The FCA would view the information and
statements as “easily accessible” if the information and statements, or
a link to the webpage(s) on which the information and statements
are published, are prominently displayed on the firm’s or the brand’s
homepage for personal current accounts or, as the case may be,
business current accounts.

(2) A firm may publish the information required by ■ BCOBS 7.3.1R and
■ BCOBS 7.3.3R(1) to (3) on the same webpage as it publishes other
information about the accounts in question (see ■ BCOBS 7.3.4G(2)).
But the information which is to be published in the format of the
other Tables in Part 2 of ■ BCOBS 7 Annex 1R should appear on one
webpage (that is, one webpage for personal current accounts, and
one for business current accounts) and in the order set out in that
Part of that Annex.

(3) Firms may notify the FCA of the webpages on which they publish
information under this chapter by sending a link to the relevant
webpages to retailbanking@fca.org.uk.

(4) A firm which is required to publish information under article 13 of
the Retail Banking Market Investigation Order 2017 (that is, the
service quality indicators required by the Competition and Markets
Authority) may wish to publish information under this chapter
alongside information published under that Order. If so, the firm
should ensure that a reader of the relevant webpage would not infer
from the wording or position of the statement required by
■ BCOBS 7.7.2R(2) that the FCA has required the firm to publish the
information which that Order requires the firm to publish.

(5) Article 13 of the Retail Banking Market Investigation Order 2017
requires certain firms to use an application programming interface
(“API”) to publish the service quality indicators specified by the
Competition and Markets Authority. Regulations 69 and 70 of the
Payment Services Regulations require payment service providers to
“communicate securely” with payment initiation service providers and
account information service providers in accordance with the
regulatory technical standards adopted under Article 98 of the
Payment Services Directive; firms might use an API for that purpose.

(6) Where a firm uses an API for the purposes of article 13 of that Order
or, if article 13 of that Order does not apply to it, for the purposes of
regulations 69 and 70 of the Payment Services Regulations,
■ BCOBS 7.7.2R requires the firm to make information and statements
published under this chapter, other than personal current account
overdraft pricing information, also available through an API; both the
API and the information and statements made available through it
should be publicly available and free of charge. Firms that are not
subject to the Order or to those provisions of the Payment Services
Regulations are, however, free to choose to make the information or
statements published under this chapter available by API.
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Publication of information in a specified format

Part 1Information about how to open a current account

Table 1: account opening information published under ■ BCOBS 7.3.1R and ■ BCOBS 7.3.3R(1) and (3)

To open [this account OR any of our accounts], a new customer will need to provide us with the
[following documents and information OR the documents and information set out [link to webpage
on which the list is published]]. We may request additional information or documents in individual
cases.

OR

We do not publish a list of the documents and information which all new customers will need to
give us in order to open [this OR an] account.

You can open [this OR an] account:

•without visiting a branch [✔/yes OR X/no OR in some cases]

•where a visit to a branch is required, without [✔/yes OR X/no OR in some cases]
an appointment

•by sending us documents and information elec- [✔/yes OR X/no OR in some cases]
tronically

•by post [✔/yes OR X/no OR in some cases]

Part 2Information about current account services

■ BCOBS 7 requires firms to publish the following tables in the following order, on one webpage, and
preceded by the statement “The Financial Conduct Authority requires us to publish the following
information about our [personal/business] current accounts:”.

Table 2: availability of help and support in relation to certain services published under ■ BCOBS 7.5.2R

How and when you can contact us to ask about the following things:

24 hour help? Telephone Internet Mobile
banking banking

contact details

checking the [✔/yes OR X/
balance and ac- no]
cessing a trans-
action history

sending money [✔/yes OR X/
within the UK, no]
including set-
ting up a
standing order

sending money [✔/yes OR X/
outside the UK no]

paying in a [✔/yes OR X/
cheque no]

cancelling a [✔/yes OR X/
cheque no]
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How and when you can contact us to ask about the following things:

cash with- [✔/yes OR X/
drawal in a for- no]
eign currency
outside the UK

a lack of funds: [✔/yes OR X/
including un- no]
arranged over-
drafts, pay-
ments we al-
low despite
lack of funds
and payments
we refuse due
to lack of
funds

a direct debit, [✔/yes OR X/
or allowing no]
someone to
collect one or
more payments
from your ac-
count using
your debit card
number

third party ac- [✔/yes OR X/
cess to an ac- no]
count, for ex-
ample under a
power of
attorney

problems using [✔/yes OR X/
internet bank- no]
ing or mobile
banking

reporting a sus- [✔/yes OR X/
pected no]
fraudulent in-
cident or
transaction

progress fol- [✔/yes OR X/
lowing an ac- no]
count suspen-
sion or card
cancellation,
e.g. following
a fraud
incident

account open- [✔/yes OR X/
ing: including no]
eligibility for
an arranged
overdraft,
what is re-
quired to open
an account and
an indication
of what ar-
ranged over
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How and when you can contact us to ask about the following things:

draft may be
available

Note: this is a list of common queries. It does not represent the full list of queries you can raise in re-
lation to your account [or queries you can raise in one of our branches].

Table 3: availability of certain services published under ■ BCOBS 7.5.1R

How and when you can use your bank account to do the following things:

Telephone Internet banking Mobile banking
banking

checking the
balance

accessing a trans-
action history

sending money
within the UK

setting up a
standing order

sending money
outside the UK

paying in a
cheque

cancelling a
cheque

Note: this is a list of common actions. It does not represent the full list of actions you can take in rela-
tion to your account [or actions you can take in one of our branches].

Table 4: information about operational and security incidents published under ■ BCOBS 7.6.1R

Information about operational and security incidents

We are obliged to notify the Financial Conduct Authority if we become aware of a major opera-
tional or security incident which prevents our customers from using our payment services.

In the 3 months between [e.g. 1 In the 12 months between [e.g.
April 2018 and 30 June 2018] 1 April 2018 and 31 March

2019]

Total number of incidents
reported

Incidents affecting telephone
banking

Incidents affecting mobile
banking

Incidents affecting internet
banking

Table 5: complaints data published under ■ BCOBS 7.6.3R

Complaints data

Financial Conduct Authority rules require us to provide them with a report of our complaints data
every six months. In certain circumstances, we are also required to publish a summary of our com-
plaints data.

The most recent summary is available [indicate where e.g. website address]. OR We are not required
to publish a summary of our complaints data for the most recent six month period.

The Financial Ombudsman Service publishes its complaints data every six months. You can see their
complaints data about us at http://www.ombudsman-complaints-data.org.uk/.
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Complaints data

OR

The Financial Ombudsman Service publishes its complaints data every six months. Its most recent pub-
lication does not contain any data relating to us.

Table 6: account opening information published under ■ BCOBS 7.3.3(4)R

Opening a current account with us

Go to [insert link(s) to the information published under BCOBS 7.3.1R and BCOBS 7.3.3R(3)] to find out
how you can open an account, and what information and documents you need to give us to open an
account.

OR

We do not publish information about how you can open an account or what information and docu-
ments you need to give us to open an account.

Table 7: account opening information published under ■ BCOBS 7.3.5R

How quickly do we open [personal/business] current accounts?

We give customers an account number and enable them to start paying into the account:

•the same day, for [x]% of customers;

•on average, in [x] days; and

•within [x] days for 99% of customers.

(for firms that publish a list under BCOBS 7.3.1R) These figures are based on the time taken from our
receiving all the information and documents we ask for at [insert link(s) to the information pub-
lished under BCOBS 7.3.1R], in a case where we don’t need any further information or documents to
open the account.

OR

(for firms that do not publish a list under BCOBS 7.3.1R) These figures are based on the time taken
from when we first receive an application to open the account.

How quickly do we give customers a debit card?

Once an account is open, we give customers a debit card:

•the same day, for [x]% of customers;

•on average, in [x] days; and

•within [x] days for 99% of customers.

How quickly do customers get internet banking?

Once an account is open, customers have internet banking:

•the same day, for [x]% of customers;

•on average, in [x] days; and

•within [x] days for 99% of customers.

How quickly is an overdraft available?

Once an account is open, the overdraft is available:

•the same day, for [x]% of customers;

•on average, in [x] days; and

•within [x] days for 99% of customers.

Table 8: time taken to replace a lost, stolen or stopped debit card published under ■ BCOBS 7.4.1R
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Replacing a debit card

How quickly do we replace debit cards which have been lost, stolen or stopped?

We replace debit cards:

•the same day, for [x]% of customers;

•on average, in [x] days; and

•within [x] days for 99% of customers.

Table 9: pricing information about personal current account overdrafts

What is the interest rate being charged on our products?

Product [Range of] annual inter- [Range of] annual inter- Refused payment fee
est rate[s] payable for est rate[s] payable for on [30 September 2020]
arranged overdrafts on unarranged overdrafts
[30 September 2020] on [30 September 2020]

[name of product] xx.x%-xx.x% xx.x%-xx.x% £x

[name of product] xx.x% xx.x% £x

How do our overdrafts compare?

A good way to compare the cost of our overdraft with other overdrafts or other ways of borrowing is
to look at the APR. The APR shows the cost of borrowing over a year.

Information about overdraft pricing in the 3 months between [eg 1 July 2020 and 30 September 2020]

Product [Range of] Advertised APR[s] during the quarter

[name of product] x%

[name of product] xx.x%- xx.x%
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8.1 General and application

Special terms used in this chapter.....................................................................................................
(1) A “personal current account” means an account, other than a current

account mortgage, which is a payment account within the meaning
of the Payment Accounts Regulations (see ■ BCOBS 8.1.2G(1));

(2) A “private bank” is a bank or building society or an operationally
distinct brand of such a firm over half of whose personal current
account customers each had throughout the previous financial year
net assets with a total value of not less than £250,000. For this
purpose:

(a) net assets do not include:

(i) the value of the personal current account customer’s primary
residence or any loan secured on that residence;

(ii) any rights of the personal current account customer under a
qualifying contract of insurance within the meaning of the
Regulated Activities Order; and

(iii) any benefits (in the form of pensions or otherwise) which are
payable on the termination of the service of the personal
current account customer or on their retirement and to
which the personal current account customer (or the personal
current account customer’s dependents are), or may be,
entitled; and

(b) “previous financial year” means the most recent period of one
year ending on 31 March.

(3) An “excluded account” is a personal current account that is offered
on terms that:

(a) an agreement which provides authorisation in advance for the
banking customer to overdraw on the account cannot arise; and

(b) either:

(i) the account cannot become overdrawn without prior
arrangement; or

(ii) no charge is payable (by way of interest or otherwise) if the
account becomes overdrawn without prior arrangement; and

(c) no charge is payable where the firm refuses a payment due to
lack of funds.
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(4) an “arranged overdraft” is the facility provided for in an authorised
non-business overdraft agreement that is a regulated credit
agreement.

(5) an “unarranged overdraft” is a regulated credit agreement that arises
as a result of:

(a) a personal current account becoming overdrawn in the absence
of an arranged overdraft; or

(b) the firm making available to the banking customer funds which
exceed the limit of an arranged overdraft.

(1) The definition of “personal current account” refers to the definition
of a “payment account” under the Payment Accounts Regulations,
that is: “an account held in the name of one or more consumers
through which consumers are able to place funds, withdraw cash and
execute and receive payment transactions to and from third parties,
including the execution of credit transfers, but does not include any
of the following types of account provided that the account is not
used for day-to-day payment transactions: savings accounts; credit
card accounts where funds are usually paid in for the sole purpose of
repaying a credit card debt; current account mortgages or e-money
accounts”. The FCA has issued guidance on this definition: see ‘FG16/
6 – Payment Accounts Regulations 2015’.

[Note: https://www.fca.org.uk/publications/finalised-guidance/fg16-6-
payment-accounts-regulations-2015-definition-payment-account]

(2) The definition of “personal current account” for the purposes of this
chapter is different to that used in ■ BCOBS 7, because “premium
service accounts” as defined in ■ BCOBS 7 are not excluded from the
definition of a personal current account in this chapter.

Purpose.....................................................................................................
This chapter requires a firm to:

(1) make available a cost calculator tool on its website or mobile
telephone application in accordance with ■ BCOBS 8.2;

(2) make available an overdraft eligibility tool on its website or mobile
telephone application in accordance with ■ BCOBS 8.3; and

(3) provide alerts to personal current account banking customers about
their personal current account usage in accordance with ■ BCOBS 8.4.

Who and what?.....................................................................................................
(1) This chapter applies to a firm that provides or offers to provide

personal current accounts with respect to the provision of retail
banking services, arranged overdrafts and unarranged overdrafts in
connection with those accounts.

(2) This chapter does not apply to a firm if all personal current accounts
provided or offered by the firm are excluded accounts.

https://www.legislation.gov.uk/uksi/2015/2038/2019-12-18
https://www.fca.org.uk/publications/finalised-guidance/fg16-6-payment-accounts-regulations-2015-definition-payment-account
https://www.legislation.gov.uk/uksi/2015/2038/2019-12-18
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(3) This chapter does not apply to a private bank.

(4) This chapter does not apply in relation to an account which may be
used for a currency other than a currency of the United Kingdom.

(1) In accordance with ■ BCOBS 1.1.5R this chapter does not apply to a
credit union.

(2) ■ BCOBS 8.3 (overdraft eligibility tool) applies:

(a) to a firm in relation to a trading name if 70,000 or more personal
current accounts are held with the firm under that trading name,
unless all personal current accounts provided or offered by the
firm under that trading name are excluded accounts; and

(b) to any other firm to which this chapter applies and that chooses
to offer an overdraft eligibility tool.

(3) ■ BCOBS 8.4 (Alerts) applies to a firm in relation to a trading name if
70,000 or more personal current accounts are held with the firm
under that trading name.

(4) ■ BCOBS 8.4 (Alerts) continues to apply to a firm in relation to some
personal current accounts if the number of personal current accounts
held with the firm falls below 70,000 but the firm has previously
informed customers they will receive alerts, in accordance with
■ BCOBS 8.4.6R.

Where?.....................................................................................................
BCOBS applies only to the activity of accepting deposits from banking
customers carried on from an establishment maintained by a firm in the
United Kingdom, and activities connected with that activity (see
■ BCOBS 1.1.1R). This chapter does not therefore apply to activities carried on
from branches outside the United Kingdom.
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8.2 Cost calculator

Application.....................................................................................................
This section applies to a firm that provides or offers to provide personal
current accounts unless all personal current accounts provided or offered by
the firm are excluded accounts.

In accordance with ■ BCOBS 1.1.5R this chapter does not apply to a credit
union.

Requirement to provide a cost calculator tool.....................................................................................................
(1) A firm must make publicly available a tool that enables a banking

customer or potential banking customer to easily calculate the cost of
overdrawing on personal current accounts other than excluded
accounts offered by the firm (a “cost calculator”).

(2) The cost calculator must be made available continuously on the
website of each trading name under which the firm offers or provides
personal current accounts other than excluded accounts in a
prominent and easily accessible location, except in the circumstances
provided for in (3).

(3) A firm that offers personal current account opening services
exclusively through a mobile telephone application may instead make
the cost calculator required under this rule available through that
mobile telephone application, but must refer prominently on its
website to the availability of the tool through that application.

(4) A firm should choose how and where to make the cost calculator
available so as to be consistent with how it ordinarily communicates
with its customers and select a method most likely to come to the
attention of its customers and potential customers.

(5) The cost calculator or the reference to it must be published on the
firm’s website alongside the information required to be published
under ■ BCOBS 4.4.12R.

(6) The cost calculator for each trading name must cover the costs of
overdrawing on:

(a) each of the personal current account products offered under that
trading name to banking customers seeking to open a new
current account; and
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(b) any other personal current accounts no longer offered under that
trading name but that continue to be held by banking customers
of the firm under that trading name.

(1) The cost calculator must allow the banking customer to easily input
or select from an appropriate and representative range:

(a) an amount borrowed;

(b) a number of days for which the amount is to be borrowed; and

(c) (where the terms relating to different personal current accounts
offered by the firm under a particular trading name would result
in different outputs from the cost calculator) the particular type
of personal current account the banking customer wants to
model.

(2) The cost calculator must allow the banking customer to choose to:

(a) select whether the amount is to be borrowed under an
authorised non-business overdraft agreement or without prior
arrangement; and

(b) alternatively, input an arranged overdraft limit and input an
amount borrowed that exceeds that limit.

(3) The cost calculator must automatically output the following
information:

(a) confirmation of the amount and duration of borrowing the
calculation is based on;

(b) the total sum (rounded to the nearest £0.01) of interest and
charges that the banking customer would incur if they overdrew
by the amount selected for the duration selected; and

(c) (where the borrowing includes both borrowing under an
authorised non-business overdraft agreement and borrowing
without prior arrangement) the sum of the charges referred to in
(b) that relate to borrowing under an unarranged overdraft
(rounded to the nearest £0.01).

(4) A firm must not require a banking customer to input information
other than that set out in (1) and (2) to obtain an output from the
cost calculator unless that additional information is necessary to
enable the firm to calculate the outputs required by (3), having
regard to the assumptions required to be made under ■ BCOBS 8.2.6R.

(5) A firm whose cost calculator requires additional information in
accordance with (4) must provide clear explanations that are readily
accessible from the cost calculator about how to ascertain the
additional details required.

(1) A firm should ensure that the range of inputs available to a banking
customer for the amount borrowed and the length of borrowing is
representative of the range of borrowing amounts and durations that
arise in practice under arranged overdrafts and unarranged
overdrafts on the personal current account product in question.
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(2) The cost calculator should clearly communicate any limitations to the
valid range of inputs.

(3) A firm is not required to provide a continuous range of inputs for
either the amount borrowed or the length of borrowing. If a firm
chooses not to provide a continuous range of inputs it should ensure
that it makes available sufficiently granular options that are
representative of the borrowing amounts and durations that arise in
practice under arranged overdrafts and unarranged overdrafts on the
personal current account product in question.

(4) A firm has flexibility as to the presentation of the cost calculator and
the method or methods of input selected. When designing the cost
calculator, a firm should have regard to the ease with which a
banking customer can use the tool. For example, a sliding horizontal
bar is likely to be more easily accessible than a drop-down menu
holding a large number of options.

(5) The outputs of the cost calculator should include the amounts of any
interest or charges incurred in respect of the period even where those
charges do not become due for payment until after the end of the
period.

(6) The outputs of the cost calculator should not include the amounts of
any charges payable by the banking customer for the operation of
the personal current account whether or not the banking customer is
overdrawn.

Assumptions.....................................................................................................
(1) For the purpose of arriving at the output of the cost calculator, a firm

must assume that:

(a) the amount borrowed is drawn down in full at noon on the date
of calculation;

(b) the period specified by the user is a continuous period starting at
noon on the date of calculation;

(c) at the time the borrowing is drawn down, the balance of the
personal current account is £0.00;

(d) no credits will be made to the account during the period;

(e) any charges and interest relating to the borrowing being
modelled will be debited from the account in accordance with
the terms and conditions of the personal current account and will
not be waived;

(f) no other debits will be made from the account during the period;

(g) the outstanding balance of capital, interest and other charges
will be repaid in full at noon on the last day of the period;

(h) in the case of an authorised non-business overdraft agreement
allowing variations in:

the rate of interest; or

any other charge,



BCOBS 8 : Tools for personal Section 8.2 : Cost calculator
current account customers

8

■ Release 42 ● Dec 2024www.handbook.fca.org.ukBCOBS 8/8

unless any variation can be quantified at the time of calculation,
it must be assumed that these will remain unchanged during the
period; and

(i) (in so far as the terms of the personal current account allow for a
monthly or other periodic charging period that will or may
influence the charges required to be calculated):

(i) (where the start date of the period may vary between
banking customers) that the cost calculator is being used on
the first day of any such period; or

(ii) (in any other case) that the banking customer has not
previously overdrawn the personal current account during
that periodic charging period.

(2) Where a firm determines the rate of interest or level of other charges
that apply to an agreement with a banking customer on a case-by-
case basis by reference to specific features of the individual
application, the cost calculator tool is not required to collect or take
into account all of the customer-specific information that the firm
would need to make that determination.

(3) If, in the circumstances described in (2), the cost calculator does not
collect all of the information that the firm would need to determine
the actual rate of interest or level of other charges that would apply:

(a) the firm may allow a banking customer who is an existing
customer of the firm to select or input the actual interest rate or
level of other charges that applies to their existing agreement if
it is for a product that is the same or comparable to the one
selected for the purpose of the calculation; and

(b) the firm must otherwise base the cost calculation on an interest
rate or level of other charges that is no more favourable to the
customer than the terms the firm reasonably expects to offer to
51% of banking customers applying for the relevant personal
current account.
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8.3 Eligibility tool

Application.....................................................................................................
(1) This section, apart from ■ BCOBS 8.3.2R, applies to a firm in relation to

a trading name if:

(a) 70,000 or more personal current accounts are held with the firm
under that trading name; and

(b) the firm offers personal current accounts other than excluded
accounts under that trading name.

(2) ■ BCOBS 8.3.2R applies to a firm that this chapter applies to: see
■ BCOBS 8.1.4R, ■ BCOBS 8.1.5G and ■ BCOBS 8.1.6G.

A firm must not publish a tool that purports to perform the function of an
eligibility tool as described in ■ BCOBS 8.3.3R(1) unless the firm complies with
the rules in this section as though the firm were a firm to which this section
(apart from this rule) applied in respect of that tool.

Publishing an eligibility tool for arranged overdrafts.....................................................................................................
(1) A firm must make available a tool that enables a potential banking

customer to obtain an indication tailored to the individual
circumstances of that banking customer of the likelihood that the
firm would offer an arranged overdraft of a particular amount to
that banking customer if the banking customer opened a personal
current account with the firm (“the eligibility tool”):

(a) for each trading name to which this section applies; and

(b) beginning on the day one year after the first time 70,000 or more
personal current accounts are held with the firm under that
trading name.

(2) A firm must make the eligibility tool available continuously and in an
easily accessible location on the website for each trading name in
respect of which this section applies except in the circumstances
provided for in (3).

(3) A firm that offers personal current account opening services
exclusively through a mobile telephone application may instead make
the eligibility tool required under this rule available through that
mobile telephone application, but must refer prominently on its
website to the availability of the tool through that application.



BCOBS 8 : Tools for personal Section 8.3 : Eligibility tool
current account customers

8

R8.3.4

R8.3.5

■ Release 42 ● Dec 2024www.handbook.fca.org.ukBCOBS 8/10

(4) A firm should choose how and where to make the eligibility tool
available so as to be consistent with how the firm ordinarily
communicates with its customers and select a method most likely to
come to the attention of its customers and potential customers.

(5) The eligibility calculator or the reference to it must be published on
the firm’s website alongside the information required to be published
under ■ BCOBS 4.4.12R.

(6) A firm must either:

(a) present the eligibility tool together with the cost calculator
required under ■ BCOBS 8.2; or

(b) include in close proximity to the eligibility tool a prominent
indication of the existence of the cost calculator required under
■ BCOBS 8.2 and a link enabling a banking customer to access that
cost calculator.

The eligibility tool must be accompanied by a prominent statement that:

(1) the output of the eligibility tool is dependent on the accuracy of the
information input by the banking customer;

(2) the output of the eligibility tool is indicative only and does not
guarantee that the banking customer will be offered an arranged
overdraft of the amount selected or at all;

(3) any overdraft offered by the firm will depend upon a full eligibility
assessment that may affect whether the banking customer is able to
obtain an arranged overdraft and of what amount; and

(4) use of the eligibility tool will not adversely affect the banking
customer’s credit file.

Inputs to the eligibility tool.....................................................................................................
(1) The eligibility tool must allow the banking customer to input or select

the level of arranged overdraft that the banking customer wants to
obtain an indication of likelihood of eligibility for.

(2) The eligibility tool may require the banking customer to:

(a) input such personal details as the firm specifies; and

(b) consent to the firm conducting a credit reference agency search
in respect of the banking customer of a kind that will not leave
evidence of an application on the banking customer’s credit file.

(3) The eligibility tool must enable a banking customer to assess
eligibility for different overdraft amounts on the same occasion
without re-entering other information.

(4) The eligibility tool may limit the amount that can be entered under
(1). Any limit imposed by the tool must be no lower than:

(a) £5,000; or
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(b) (if lower) the largest credit limit that the firm is willing to offer
to any banking customer by way of arranged overdraft associated
with a personal current account.

(1) A firm is not required to provide a continuous range of inputs for the
level of arranged overdraft that the banking customer wants to
obtain an indication of likelihood of eligibility for. If a firm chooses
not to provide a continuous range of inputs it should ensure that it
makes available sufficiently granular options that are representative
of the levels of arranged overdraft that it offers in practice.

(2) A firm that chooses to limit the amount that can be entered under
■ BCOBS 8.3.5R(1) should make clear to banking customers whether
that amount represents the maximum overdraft they may be eligible
for and, if not, whether and how the banking customer can find out
about their eligibility for a greater overdraft amount.

A firm must not, without the banking customer’s consent, use the
information input into the eligibility tool by the banking customer for any
purpose other than:

(1) generating the output of the eligibility calculator;

(2) monitoring the accuracy of the eligibility calculator; or

(3) monitoring, preventing and detecting financial crime.

Outputs of the eligibility tool.....................................................................................................
The output of the eligibility tool must be provided promptly and must:

represent a reasonable estimate by the firm of the probability that it
would offer the banking customer an overdraft of the amount
selected if the banking customer were to apply for it; and

be communicated in a clear, fair and not misleading way.

(1) A firm may choose how to present the output of the eligibility tool,
provided the format chosen is fair, clear and not misleading. For
example, the output may be given as a percentage, a qualitative
description or graphical representation.

(2) The output should adequately represent the range of likelihood of
approval. In particular any graphical representation suggesting a
spectrum of likelihood of approval, such as a dial or an indicator
along a bar, should represent the full range of likelihoods of approval
ranging from certain refusal to certain acceptance, even if in practice
no banking customer will fall at either extreme of the scale.

(3) The probability of a banking customer being offered an overdraft
should be assessed having regard to the proportion of banking
customers who are similar to the banking customer by reference to
the factors assessed by the eligibility tool whom the firm reasonably
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expects would be offered an arranged overdraft of the amount
selected.

Design and monitoring of the eligibility tool.....................................................................................................
(1) A firm must have regard to its process for approving an overdraft for

a banking customer when selecting the factors considered and
process used by the eligibility tool to produce its output, but it is not
required to duplicate that process.

(2) A firm’s eligibility tool must use only factors that:

(a) could have a significant impact on:

(i) the likelihood of the firm approving a banking customer for
an arranged overdraft; or

(ii) the amount of arranged overdraft approved;

(b) can be assessed in an automatic manner; and

(c) can be assessed based on information that:

(i) is readily available to the banking customer and
proportionate to require prior to a full application being
made;

(ii) is readily available to the firm; or

(iii) the firm can readily obtain by conducting a credit reference
agency search in respect of the banking customer of a kind
that does not leave evidence of an application on the
banking customer’s credit file.

(3) A firm should select the information it requires a banking customer
to provide when using the eligibility tool, and the factors considered
and process used by the eligibility tool to produce its output so as to
achieve a proportionate balance between:

(a) the accuracy of the output of the tool; and

(b) the amount of information a banking customer is required to
input.

(4) A firm is not required to verify the accuracy of any information input
by the banking customer into the eligibility tool.

(1) A firm should approach the task of designing the eligibility tool in a
proportionate, balanced and practical way so as to maximise the
eligibility tool’s utility to the banking customers who use it. A firm is
not required to analyse every possible factor to produce the output
of the eligibility tool.

(2) A firm should only seek information from the banking customer or a
credit reference agency where this is likely to have a significant
impact on the likelihood of the banking customer being offered an
arranged overdraft or on the amount of arranged overdraft offered
to the banking customer.

(3) A firm should have regard to the fact that the banking customer may
be using the eligibility tool to compare a number of providers and
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should avoid, where practical, requesting detailed information to an
extent that is likely to discourage a banking customer from using the
eligibility tool. A firm should consider whether less comprehensive
information would be more appropriate for the purposes of the
eligibility tool. For example, a banking customer is likely to be able to
readily confirm their employment status or total income, but
requiring a detailed breakdown of income and expenditure is likely
to be disproportionate.

(1) A firm must establish a process for monitoring the accuracy of the
output of the eligibility tool.

(2) A firm must review the factors considered and process used by the
eligibility tool to produce its output whenever:

(a) there is a material change to the firm’s policies or processes for
approving an overdraft; or

(b) the firm’s monitoring of the eligibility tool reveals that the
eligibility tool’s outputs deviate to a significant degree from
those expected.

Examples of processes a firm could use to comply with ■ BCOBS 8.3.12R(1)
include:

periodically comparing the outcomes of samples of actual overdraft
decisions with the outputs the tool would have generated for those
banking customers; and

periodically sampling banking customers who used the tool and
subsequently applied for a personal current account to assess
whether approval decisions correspond to those expected if the tool
was accurate.
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8.4 Alerts

Application.....................................................................................................
(1) Subject to ■ BCOBS 8.4.2R this section applies to a firm in relation to

personal current accounts held with the firm under a trading name if
70,000 or more personal current accounts are held with the firm
under that trading name.

(2) This section does not apply to excluded personal current accounts.

Where a firm has notified a banking customer in accordance with
■ BCOBS 8.4.6R that they will receive alerts under this section in respect of a
personal current account, this section continues to apply to the firm in
respect of that personal current account, even if it would not apply to the
firm under ■ BCOBS 8.4.1R, until:

(1) the firm has notified the banking customer in writing that they will
no longer receive the alerts they were previously notified of; and

(2) 28 days have elapsed since the firm sent the notification.

Automatic enrolment.....................................................................................................
(1) Except as otherwise provided for in ■ BCOBS 8.4.5R, a firm must ensure

that in relation to each personal current account held by a banking
customer, the banking customer is, by the date specified in (2),
enrolled to receive:

(a) arranged overdraft alerts in accordance with ■ BCOBS 8.4.12R;

(b) unarranged overdraft alerts in accordance with ■ BCOBS 8.4.13R;
and

(c) attempt to overdraw without prior arrangement alerts in
accordance with ■ BCOBS 8.4.15R.

(d) [deleted]

(2) A banking customer is enrolled to receive alerts in relation to a
personal current account when:

(a) the firm has put in place arrangements that enable it to comply
with this section; and

(b) those arrangements are operational in respect of that personal
current account.
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(3) Where a personal current account is held by two or more banking
customers jointly, a firm must enrol each banking customer in the
alerts required under this section.

(4) A firm must comply with (1) not later than whichever is the latest of:

(a) the day one year after the first time that 70,000 or more personal
current accounts are held with the firm under that trading name;

(b) three working days after the agreement for the personal current
account is concluded;

(c) where ■ BCOBS 8.4.4R(1) applies, ten working days after:

(i) the firm obtains a mobile telephone number from the
banking customer; or

(ii) if the firm provides alerts by push notification from a mobile
banking application, the banking customer is able to receive
alerts in this way; and

(d) where a personal current account had no arranged overdraft at
the time it was opened (and ■ BCOBS 8.4.5R(2) therefore applied at
that time) and an arranged overdraft was subsequently agreed in
relation to that personal current account, three working days
after the agreement for the arranged overdraft is concluded.

(1) Where a firm is required to enrol a banking customer in alerts under
this section but the firm:

(a) does not hold a mobile telephone number for the banking
customer; or

(b) has reasonable grounds to believe that the mobile telephone
number held in respect of the banking customer is no longer
used by the banking customer;

the firm must take reasonable steps to obtain a mobile telephone
number to which alerts may be sent to that banking customer within
a reasonable time.

(2) Before opening a new personal current account, a firm must:

(a) take reasonable steps to obtain the banking customer’s mobile
telephone number for the purposes of enrolling them in alerts
relating to that personal current account; or

(b) where the firm already holds a mobile telephone number for the
banking customer, seek the banking customer’s confirmation that
the mobile telephone number held by the firm is the banking
customer’s preferred mobile telephone number for the purposes
of receiving alerts relating to that personal current account.

(3) Where a banking customer declines to provide or confirm a mobile
telephone number when requested to do so under (1) or (2) the firm
must warn the banking customer that they will not be able to receive
alerts about their overdraft use and as a result may incur avoidable
charges.

(4) This rule does not apply if:
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(a) the firm provides alerts by push notification from a mobile
banking application and the banking customer is able to receive
alerts in this way; or

(b) the banking customer has elected to receive alerts in respect of
that personal current account by an alternative means in
accordance with ■ BCOBS 8.4.8R(3).

Exceptions to automatic enrolment.....................................................................................................
(1) A firm is not required to enrol a banking customer to receive alerts

under ■ BCOBS 8.4.3R in the circumstances set out in (2) to (4).

(2) A firm is not required to enrol a banking customer to receive
arranged overdraft alerts in accordance with ■ BCOBS 8.4.12R in respect
of a personal current account that has no arranged overdraft.

(3) A firm is not required to enrol a banking customer to receive a
particular type of alert in respect of a personal current account if that
banking customer already receives an alert or alerts that perform at
least an equivalent function.

(4) A firm may elect not to enrol a banking customer to receive alerts in
respect of a personal current account if that banking customer has
requested not to receive an alert or alerts relating to that banking
customer’s overdraft usage.

(5) For the purposes of (4), a banking customer is not to be treated as
having requested not to receive an alert merely because it has been
previously offered to them.

Notification of enrolment.....................................................................................................
(1) A firm must notify a banking customer who has been (or will be)

enrolled to receive alerts that they have been (or will be) so enrolled.

(2) When giving such notification the firm must also inform the banking
customer of any options available to customise the alerts the banking
customer receives to suit the banking customer’s needs and the
method or methods available for doing so.

A firm that has complied with ■ BCOBS 4.4.4R when opening the personal
current account will have complied with ■ BCOBS 8.4.6R and need not provide
a further notification to the banking customer.

Method for delivering alerts.....................................................................................................
A reference in this section to an alert being sent in respect of a personal
current account is to the firm completing all steps necessary to initiate the
sending of an alert:

(1) by SMS text message to the banking customer’s mobile telephone
number;

(2) by push notification from a mobile banking application; or
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(3) by an alternative method if:

(a) that method provides for secure and reliable receipt by the
banking customer in a comparable timeframe from the point
when the firm sends the alert to the methods provided for in (1)
or (2); and

(b) the banking customer has expressly and freely opted to receive
alerts by way of such delivery method instead of the methods
provided for in (1) or (2).

An ‘opt-out’ or pre-filled check box to receive alerts by an alternative
method would not satisfy the requirement in ■ BCOBS 8.4.8R(3)(b) for the
banking customer to have expressly and freely opted to receive alerts by an
alternative method.

Customising alerts.....................................................................................................
(1) A firm must put in place arrangements that allow a banking customer

to choose not to receive the alerts required by ■ BCOBS 8.4.12R and
■ BCOBS 8.4.13R.

(2) A firm may restrict a banking customer’s ability to choose not to
receive the alerts required by ■ BCOBS 8.4.13R so that the banking
customer can choose not to receive those alerts only if they also
choose not to receive alerts under ■ BCOBS 8.4.15R.

(3) A firm must ensure that any arrangements put in place for banking
customers to choose not to receive alerts, or to otherwise customise
alerts, are easily accessible free of charge, clear and straightforward.

(4) A firm must warn a banking customer who chooses not to receive
some or all alerts that they will not receive alerts about their
overdraft use and as a result may incur avoidable charges.

(1) ■ BCOBS 8.4.10R does not prevent a firm from allowing a banking
customer to customise alerts in additional ways to that required by
that rule.

(2) The effect of ■ BCOBS 8.4.10R(1) and (2) is that a firm:

(a) need not allow a banking customer to opt out of receiving
attempt to overdraw without prior arrangement alerts; and

(b) may offer a combined opt out for attempt to overdraw without
prior arrangement alerts and unarranged overdraft alerts, and
not offer an independent opt out for each of these alerts.

A banking customer should be able to opt out of arranged overdraft
alerts regardless of the other alerts the banking customer chooses to
receive.

(3) Nothing in this section prohibits a firm from offering alerts additional
to those required by this section, such as alerts sent when:

(a) the balance of the personal current account is low;

(b) the personal current account approaches the applicable overdraft
limit; or
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(c) there are insufficient funds to process a transaction at a particular
time but the firm will attempt to process the transaction again.

(4) A firm that provides alerts by push notification from a mobile
banking application should take reasonable steps to enable it to
detect circumstances where a banking customer has disabled push
notifications, including otherwise than through the banking
application, so as to enable it to either:

(a) continue to provide alerts by an alternative permitted method; or

(b) comply with ■ BCOBS 8.4.10R(4).

(5) A firm should continue to send the alerts required by the rules in this
section unless the banking customer chooses not to receive them. If
the firm is dealing with a banking customer who is in financial
difficulty, in default, or otherwise vulnerable the firm may discuss
with the banking customer whether they wish to continue receiving
alerts under the rules in this section, but the choice of whether to do
so should remain with the banking customer.

Arranged overdraft alerts.....................................................................................................
(1) A firm must send an alert to a banking customer if the firm:

(a) knows based on information available to it that the banking
customer’s personal current account is making use of arranged
overdraft; or

(b) is reasonably able to determine that, taking into account
information it has access to on transactions due to be settled, the
banking customer’s personal current account will make use of
arranged overdraft that day in the absence of:

(i) action by the banking customer; or

(ii) a transaction other than those the firm is aware of.

(2) The alert must communicate to the banking customer in plain simple
language:

(a) the reason why the alert has been sent;

(b) that the banking customer will or may incur charges if they
become or remain overdrawn, if this is the case.

Unarranged overdraft alerts.....................................................................................................
(1) A firm must send an alert to a banking customer if the firm:

knows based on information available to it that the banking
customer’s personal current account has entered unarranged
overdraft;

is reasonably able to determine that, taking into account
information it has access to on transactions due to be settled,
the banking customer’s personal current account will enter
unarranged overdraft in the absence of:

(i) action by the banking customer; or

(ii) a transaction other than those the firm is aware of.
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(2) The alert must communicate to the banking customer in plain simple
language:

(a) the reason why the alert has been sent;

(b) that the banking customer will or may incur charges if they enter
or remain in unarranged overdraft, if this is the case; and

(c) that the banking customer has a period of time during which
they have an opportunity to take action to avoid or reduce
charges, and specify:

(i) the actions which may be taken; and

(ii) the time by which the customer must take such action to
reduce or avoid the charge or charges.

(1) The period communicated under ■ BCOBS 8.2.13R(2)(c) should give the
banking customer as good an opportunity to take action to avoid or
reduce charges as possible, having regard to:

(a) the time when the alert is required to be sent;

(b) the terms and conditions applicable to the personal current
account; and

(c) the firm’s obligations under:

(i) the Payment Services Regulations; and

(ii) ■ BCOBS 5.1.1R.

(2) Firms should keep in mind regulation 89 of the Payment Services
Regulations (Value date and availability of funds). Where it applies,
the alert must reflect that, if a payment is made in response to an
alert and credited to the firm’s account, the firm must give value for
the payment on the same business day (as defined in the Payment
Services Regulations) no matter how late in the business day the
payment is credited to the firm’s account.

[Note: Guidance on the concept of a business day is available in the
FCA’s Approach to Payment Services and Electronic Money document:
https://www.fca.org.uk/publication/finalised-guidance/fca-approach-
payment-services-electronic-money-2017.pdf]

Attempt to exceed alerts.....................................................................................................
(1) A firm must send an alert to a banking customer if the firm:

(a) knows based on information available to it that the banking
customer has incurred a charge for attempting to enter
unarranged overdraft but has not entered unarranged overdraft
because the firm declined to process the transaction; or

(b) is reasonably able to determine that, taking into account
information it has access to on transactions due to be settled, a
situation described in (a) will occur that day in the absence of:

(i) action by the banking customer; or

(ii) a transaction other than those the firm is aware of.

(2) The alert must communicate to the banking customer in plain simple
language:

https://www.fca.org.uk/publication/finalised-guidance/fca-approach-payment-services-electronic-money-2017.pdf
https://www.fca.org.uk/publication/finalised-guidance/fca-approach-payment-services-electronic-money-2017.pdf
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(a) the reason why the alert has been sent; and

(b) that the banking customer has incurred or may incur charges, if
this is the case.

[deleted]

General provisions about the timing and content of alerts.....................................................................................................
Where a firm has sent an alert under ■ BCOBS 8.4.12R to ■ 8.4.15R it is not
required to send a further alert in respect of the same personal current
account under the same rule unless, since the last alert under that rule was
sent:

(1) in respect of alerts sent under ■ BCOBS 8.4.12R(1)(a), any arranged
overdrawing has been repaid;

(2) in respect of alerts sent under ■ BCOBS 8.4.12R(1)(b), either:

(a) the personal current account did not enter arranged overdraft on
the day the alert was sent; or

(b) the personal current account entered arranged overdraft but any
arranged overdrawing has been repaid;

(3) in respect of alerts sent under ■ BCOBS 8.4.13R(1)(a), any unarranged
overdrawing has been repaid;

(4) in respect of alerts sent under ■ BCOBS 8.4.13R(1)(b), either:

(a) the personal current account did not enter unarranged overdraft
on the day the alert was sent; or

(b) the personal current account entered unarranged overdraft but
any unarranged overdrawing has been repaid; or

(5) in respect of alerts sent under ■ BCOBS 8.4.15R, the obligation to send
the alert arises because of a further attempt to enter unarranged
overdraft.

(6) [deleted]

(7) [deleted]

(1) Subject to (2) to (4), a firm must send an alert required by this section
as soon as practicable after the circumstances giving rise to the
obligation to send the alert arise.

(2) Where the obligation to send an alert or alerts is brought about by
one or more scheduled payments, the firm must:

(a) where the alert is required under ■ BCOBS 8.4.13R or
■ BCOBS 8.4.15R, send an alert no later than 10:00 am on the day
when the obligation to send the alert arises;

(b) where the alert is required under ■ BCOBS 8.4.12R, send an alert
no later than 12:00 midday on the day when the obligation to
send the alert arises; and
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(c) treat all scheduled payments due to be debited from the personal
current account on a single day as a single transaction for the
purposes of (3).

(3) Where a transaction would, apart from this paragraph, give rise to an
obligation to send multiple alerts under different rules in this section,
a firm must only send the alert most relevant to the anticipated final
balance of the personal current account after the transaction.

(4) Where a series of transactions that the firm becomes aware of in
rapid succession would, apart from this paragraph, give rise to an
obligation to send multiple alerts under different rules in this section,
a firm may treat them as a single transaction for the purposes of (3).

(5) Nothing in this section requires a firm to send an alert where doing
so would be a breach of another regulatory requirement applicable
to the firm.

(6) In this rule, a “scheduled payment” is a payment where the firm has
knowledge of both the amount and date of the payment on the day
before it is to be debited from the personal current account.

(1) The purpose of the alerts in this section is to give banking customers
notice of potential and actual arranged and unarranged overdraft use
to enable them to:

(a) take informed decisions about their personal current account use;
and

(b) where possible, take action to avoid such use if it is not in their
interests.

(2) The rules in this section leave scope for firms to customise alerts to
suit the method used to send them, the firm’s products, brands and
customers.

(3) The content required by the rules in this section is minimum content
and firms may choose to include additional content in the alerts
including information about:

(a) the balance of the personal current account;

(b) the banking customer’s pre-arranged overdraft limit; and

(c) the amounts of charges that the banking customer will or may
incur.

(4) Certain accounts provide for arranged or unarranged borrowing to be
free of charge in limited circumstances, or for certain amounts. This is
a situation where the customer ‘may be charged’ for their overdraft
use. Where this is the case, a firm that is required under the rules in
this section to inform a banking customer that they will or may be
charged should take care that the alert is fair, clear, and not
misleading. In particular where the borrowing does not give rise to a
charge the firm may:

(a) inform the banking customer that they may be charged;

(b) inform the banking customer that they will not be charged in the
circumstances that have triggered the alert and set out the



BCOBS 8 : Tools for personal Section 8.4 : Alerts
current account customers

8

■ Release 42 ● Dec 2024www.handbook.fca.org.ukBCOBS 8/22

circumstances in which the banking customer may be charged in
the future; or

(c) where the firm has put in place arrangements to provide a
further alert to the banking customer if a charge arises in the
future:

(i) make no reference to charges in the alert; or

(ii) inform the banking customer that they will not be charged
based on the usage that has triggered the alert.

(5) Firms should have regard to available evidence about the content and
presentation that is most effective at engaging banking customers
when designing the content and presentation of alerts in compliance
with these rules.

(6) The requirement to send alerts as soon as practicable in
■ BCOBS 8.4.18R(1) does not preclude a firm from grouping alerts due
to be sent to banking customers in ‘batches’, provided that alerts are
sent at reasonable intervals.
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BCOBS TP 1
Transitional Provisions

(2) (3) (4) (5) (6)
(1)

Mat- Transitional provision Trans- Hand-
erials to itional book
which provi- provi-
the sions: sions:
trans- dates in coming
itional force into
provi- force
sion
applies

1 BCOBS R Expired

1A BCOBS R A firm need not comply with BCOBS 2A.1.1R(1) to (3) in rela- From 1 On 1
2A.1.1R(1) tion to an automatic renewal of an agreement for an op- April April
to (3) tional additional product which was entered into on or be- 2016 2016

fore 31 March 2016 provided:

(1) the automatic renewal of the agreement is on sub-
stantially the same terms. The phrase “on substan-
tially the same terms” is to be interpreted in the
same way as in BCOBS 2A.1.1R(11)(b) and (c);

(2) on the occasion of the first automatic renewal on or
after 1 April 2016, the firm takes reasonable steps
to ensure that the banking customer is informed:

(a) that the renewal of the agreement is
optional;

(b) that the banking customer may elect not to re-
new the agreement; and

(c) of the effect of the non-renewal of the agree-
ment, if any, on the retail banking service;
and

(3) the procedure to be used by banking customers for
electing not to renew the agreement pays due re-
gard to the interests of those banking customers
and treats them fairly.

1B BCOBS R This provision applies where a firm has in its possession, as 1 De- 1 De-
2.2A, at the date the Banking: Conduct of Business Sourcebook cember cember
BCOBS 2 (Amendment No 4) Instrument 2015 is made, a stock of 2016 to 2016
Annex 1R direct offer financial promotions on paper or a stock of 31 May
and, pre-sale material on paper that incorporate a summary 2017
BCOBS box that meets the standards in the ‘Industry Guidance
4.1.2G(2A) for FCA Banking Conduct of Business Sourcebook’ of Sep-

tember 2013, confirmed by the FCA in accordance with
PS07/16, as it stood as at 3 December 2015.
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1C BCOBS R Where BCOBS TP 1B applies, until 31 May 2017, the direct 1 De- 1 De-
2.2A, offer financial promotion or pre-sale material referred to cember cember
BCOBS 2 in 1B may be treated by the firm as including a summary 2016 to 2016
Annex 1R box in the form set out in BCOBS 2 Annex 1R that complies 31 May
and with the rules in BCOBS 2.2A. 2017
BCOBS
4.1.2G(2A)

2 BCOBS R Expired
4.1.1 R

3 BCOBS G Expired
4.1.1 R

4 BCOBS R Expired
4.1.1 R

5 BCOBS R Expired
5.1.13 R

6 BCOBS R Expired
4.1.1 R

7 BCOBS R Expired
4.2.2 G

8 BCOBS R A firm need not have regard to the guidance referred to 13 Janu- 13 Janu-
5.1.10BG in column (2) in interpreting and applying BCOBS 5.1.10AR ary 2018 ary

until 14 September 2019. until 14 2018
Sep-
tember
2019.

9 BCOBS R For the purposes of BCOBS 7.1.2R(1): From 15
7.1.2R 15 August

(i)the current account period in which 15 August 2018 August 2018
falls is to be treated as starting on 15 August 2018; and 2018 to

30 Sep-(ii)a reference to the two current account measurement
temberperiods which precede that current account period should
2018be read as a reference to the period beginning on 1 Feb-

ruary 2018 and ending on 14 August 2018.

10 BCOBS G The effect of TP 9 is that a firm that on 15 August 2018 From 15
7.1.2R has 70,000 or more personal current accounts, or 15,000 15 August

or more business current accounts, under one of its trad- August 2018
ing names, and which has had the requisite number of ac- 2018 to
counts since 1 February 2018, must comply with BCOBS 7 30 Sep-
from 15 August 2018. That means publishing, on 15 Aug- tember
ust 2018, the standing information required by BCOBS 2018
7.3.1R and 7.3.3R(1) and (3) (account opening informa-
tion), BCOBS 7.5.1R and 7.5.2R (information about the avail-
ability of certain services and helplines), BCOBS 7.6.1R (ma-
jor operational or security incidents) and 7.6.3R (com-
plaints). Providing the firm continues to have the requis-
ite number of accounts, it will also have to publish its
first information under BCOBS 7.3.5R and 7.4.1R no later
than 15 February 2019.

11 BCOBS R For the purposes of BCOBS 7.1.2R(1)(a)(ii) and BCOBS From 1 15
7.1.2R 7.1.2R(1)(b)(ii), references to preceding current account Oc- August

measurement periods should be read as including periods tober 2018
which, or part of which, occurred before 15 August 2018. 2018 to

31
March
2019
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12 BCOBS G In determining, before 1 April 2019, whether a firm has From 1 15
7.1.2R had the requisite number of accounts “throughout the Oc- August

previous two current account measurement periods”, tober 2018
periods which occurred wholly or partially before 15 Aug- 2018 to
ust 2018 are to be counted. 31

March
2019

13 BCOBS R Firms are not obliged to publish information that relates From 15
7.3.5R to a current account measurement period ending before 15 August
and 1 October 2018. Accordingly, firms may omit Tables 7 and August 2018
7.4.1R 8 of BCOBS 7 Annex 1R from the information they publish 2018 to
and in respect of current account measurement periods end- 14 Feb-
BCOBS 7 ing before 1 October 2018. ruary
Annex 2019
1R

14 BCOBS G The rules to which TP 13 applies require firms to publish From 15
7.3.5R information about the speed of the account opening pro- 15 August
and cess and the speed of replacing a debit card. TP 13 per- August 2018
7.4.1R mits firms not to publish information that relates to a cur- 2018 to
and rent account measurement period ending on or before 30 14 Feb-
BCOBS 7 September 2018. Firms must, however, collect information ruary
Annex relating to the current account measurement period be- 2019
1R ginning on 1 October 2018 and publish it no later than

15 February 2019.

15 BCOBS R Firms may disregard current account measurement From 15
7.6.1 periods ending before 1 April 2018. 15 August
and August 2018
BCOBS 7 2018 to
Annex 14 May
1R 2019

16 BCOBS R Firms may: From 15
7.6.1 15 August

(a)in respect of the current account measurement periodand August 2018
ending on 30 June 2018, omit the right hand column ofBCOBS 7 2018 to
Table 4 of BCOBS 7 Annex 1R;Annex 14 May

1R 2019(b)in respect of the current account measurement period
ending on 30 September 2018, refer to “6 months” in-
stead of “12 months” in the heading of the right hand
column of Table 4 of BCOBS 7 Annex 1R; and

(c)in respect of the current account measurement period
ending on 31 December 2018, refer to “9 months” in-
stead of “12 months” in the heading of the right hand
column of Table 4 of BCOBS 7 Annex 1R.

17 BCOBS G BCOBS 7.6.1R(3)(c) and (d) require firms to publish informa- From 15
7.6.1 tion about the number of operational and security incid- 15 August
and ents reported in a current account measurement period August 2018
BCOBS 7 aggregated with those reported in the previous three 2018 to
Annex periods (i.e. a 12 month total). TP 15 means that firms do 14 May
1R not have to include periods which end before 1 April 2019

2018. TP 16 allows firms to omit the relevant column in
Table 4 of Part 2 of BCOBS 7 Annex 1R, or to amend the
heading of that column so that it is clear that the aggreg-
ated figures apply to a 6 or 9 month period (as relevant),
until such time as there is a 12 month period to
aggregate.
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18 BCOBS R A firm need not publish any information in respect of a 6 April 6 April
7.6A.1 current account measurement period ending before 30 2020 to 2020

June 2020. 16 Aug-
ust
2020

19 BCOBS R The current account measurement period ending on 30 6 April 6 April
7.6A.1 June 2020 is to be treated as having begun on 6 April 2020 to 2020

2020. 16 Nov-
ember
2020

20 BCOBS 7 R When publishing information about the current account 6 April 6 April
Annex 1 measurement period ending on 30 June 2020: 2020 to 2020
Table 9 16 Nov-

(1) the heading to the second table must read “Informa- ember
tion about overdraft pricing in the period between 6 Ap- 2020
ril 2020 and 30 June 2020”; and

(2) the heading to the second column of the second table
must read “[Range of] advertised APR[s] during this
period”.

■ Release 42 ● Dec 2024www.handbook.fca.org.ukBCOBS TP 1/4
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Schedule 1
Record-keeping requirements

Sch 1

Notes:

1
The aim of the guidance in the following table is to give the reader a quick overall
view of the relevant record-keeping requirements.

2
It is not a complete statement of those requirements and should not be relied on
as if it were.

Handbook When record Contents of
reference Subject of record must be made record Retention period

BCOBS 6.2.3 R Cancellation: ex- Exercise of the Date of exercise At least three
ercise of right right to cancel years
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Schedule 2
Notification requirements

Sch 2

Handbook Matter to be Contents of noti-
reference notified fication Trigger event Time allowed

BCOBS 7.7.2R(1)(c) The website loca- The website loca- The publication No later than
tion(s) where in- tion(s) where in- of information the date of pub-
formation and formation and and statements lication
statements pub- statements pub- under BCOBS 7
lished under lished under
BCOBS 7 are BCOBS 7 are
available available
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Schedule 3
Fees and other required payments

Sch 3
There are no requirements for fees or other payments in BCOBS.
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Schedule 4
Powers exercised

Sch 4.1 G
[deleted]

Sch 4.2 G
[deleted]

■ Release 42 ● Dec 2024 www.handbook.fca.org.uk BCOBS Sch 4/1



BCOBS Schedule 4
Powers exercised

■ Release 42 ● Dec 2024www.handbook.fca.org.ukBCOBS Sch 4/2



BCOBS Schedule 5
Rights of action for damages

Banking: Conduct of Business
sourcebook

Schedule 5
Rights of action for damages

Sch 5

5.1 The table below sets out the rules in BCOBS
contravention of which by an authorised per-
son may be actionable under Section 138D
of the Act (Actions for damages) by a person
who suffers loss as a result of the con-
travention.

5.2
If a "Yes" appears in the column headed
"For private person?", the rule may be ac-
tionable by a private person under Section
138D (or, in certain circumstances, his fidu-
ciary or representative; see article 6(2) and
(3)(c) of the Financial Services and Markets
Act 2000 (Rights of Action) Regulations
2001 (SI 2001/2256)). A "Yes" in the column
headed "Removed" indicates that the FCA
has removed the right of action under Sec-
tion 138D(3) of the Act. If so, a reference to
the rule in which it is removed is also given.

5.3
The column headed "For other person?" in-
dicates whether the rule may be actionable
by a person other than a private person (or
his fiduciary or representative) under article
6(2) and (3) of those Regulations. If so, an in-
dication of the type of person by whom the
rule may be actionable is given.

Right of action under section 150

For private
Rule person? Removed? For other person?

Any rule in Yes No Yes Any other
BCOBS which person
prohibits an au-
thorised person
from seeking to
make provision
excluding or re-
stricting any
duty or liability

All other rules in Yes No No
BCOBS

■ Release 42 ● Dec 2024 www.handbook.fca.org.uk BCOBS Sch 5/1
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Schedule 6
Rules that can be waived

Sch 6

6.1 As a result of section 138A of the Act (Modi-
fication or waiver of rules) the FCA has
power to waive all its rules, other than rules
made under section 137O (Threshold condi-
tion code), section 247 (Trust scheme rules),
section 248 (Scheme particular rules), section
261I (Contractual scheme rules) or section
261J (Contractual scheme particulars rules)
of the Act.
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