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We have updated the Bahrain Personal Banking General Terms and 
Conditions & Credit Card Agreement Terms to make it easier for customers 
to find out how we collect, use and protect their information, and also to 
improve digital services to customers. 
 
We have issued standalone Privacy Notices which explain how we collect 
your information, how we use your information and who we can share your 
information with. We’ve provided our Privacy Notice to you separately and 
will inform you when we make any changes to it. You can also find this at 
www.hsbc.com.bh or you can ask for a copy in branch. 
 
A summary of the main changes to the Bahrain Personal Banking General 
Terms and Conditions / Credit Card Agreement Term are below and will be 
effective 15 March 2020: 
 

Old text New Text 

5. How to raise a complaint 

5.1 What do I do if I am not happy with the Service 

you are providing? 

If we do not deliver the standard of service you 

expect, or if you think we have made a mistake, 

please let us know. We will then investigate the 

situation and, if necessary, set about putting 

matters right as quickly as possible. 

In addition, we will take steps, where appropriate, 

to prevent a recurrence. Please allow your Branch 

manager or the manager of the department 

concerned the first opportunity to answer your 

concerns and put matters right. 

If you remain dissatisfied and would like further 
information about our process for resolving 
complaints please contact us at 
customerexperiencebh@hsbc.com 

5. How to raise a complaint 

5.1 What do I do if I am not happy with the Service 

you are providing? 

If we do not deliver the standard of service you 

expect, or if you think we have made a mistake, please 

let us know. We will then investigate the situation and, 

if necessary, set about putting matters right as quickly 

as possible. 

In addition, we will take steps, where appropriate, to 

prevent a recurrence. Please allow your Branch 

manager or the manager of the department 

concerned the first opportunity to answer your 

concerns and put matters right. 

If you remain dissatisfied and would like further 

information about our process for resolving 

complaints please contact us at 

customerexperiencebh@hsbc.com 

If you have an issue with a TPP or the service they are 
providing, please contact the TPP directly. 
 
 

New section 6. Using a third party provider (TPP) 
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If you use a TPP, these General Terms will still apply. 

Based on your consent, we’ll give the TPP access to 

your account information and you’ll be able to make 

the same payments through the TPP that you’d be 

able to make if you were dealing with us online. 

Account information will include details about who 

you make payments to and receive payments from. 

This might contain some sensitive personal 

information, e.g. if you pay a Trades Union or pay 

Zakat from your account. 

We may refuse to allow a TPP to access your account if 

we’re concerned that the TPP is unauthorised or 

acting fraudulently. We’ll tell you if we do this (unless 

it’d be unlawful or we’d compromise our reasonable 

security measures). 

You must check from the information the TPP has to 

give you that they’re authorised. If you give your 

security details to an unauthorised third party, we’ll 

assume it’s you that’s authorising us to give access to 

information about your accounts and you’ll be 

responsible for any payments made as a result. If 

we’re aware that an unauthorised third party is using 

your security details, we’ll block access to your 

accounts. 

If you think a payment made through a TPP was 
unauthorised or incorrect you must call us as soon as 
you can. 

7. Your information
7.1 What is the importance of this section? 
This section is important because it explains how 
we will handle your 
Customer Information. 
Please read this section carefully as it affects the 
way your Customer 
Information is treated, how and with whom it is 
shared and disclosed. 
By accepting these General Terms you agree that 
the treatment of your 
Customer Information will be in accordance with 
this section. 
Any consents, authorisations and permissions that 
you have already given 
to us in relation to your information will continue 
to apply, in addition to the 

8. Your information
What Information do we need from you and when 
can we disclose information about you? 
If we make a reasonable request for information, you 
must give it to us as soon as possible. If you don’t, or 
we suspect fraudulent or criminal activity of any kind: 
• We might try to get it from another source;
• We could block or close your account(s);
or 
• You might not be able to access some banking
services or keep banking with us. 
You must make sure the information you give us is 
accurate and up to date and tell us immediately if any 
changes occur to any of your information. 

Our Privacy Notice explains how we collect, use, 
disclose, transfer, and store your information and sets 
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consents you give us pursuant to this section. 

7.2 When will you disclose my information? 
Customer Information will not be disclosed to 
anyone (including other members of 
the HSBC Group), other than where:                          
• we are legally required to disclose; 
• we have a public duty to disclose; 
• our, or an HSBC third party’s, legitimate business 
purposes require disclosure; 
• the disclosure is made with your consent; or 
• it is disclosed as set out in these General Terms. 

7.3 What will you do with my information? 
You agree that we (including other members of the 
HSBC Group) may collect, use 
and share Customer Information (including 
relevant information about you, your 
transactions, your use of our products and services, 
and your relationships with the 
HSBC Group). 

7.4 How will you collect my information? 
Customer Information may be requested by us or 
on our behalf or that of the HSBC 
Group, and may be collected from you directly, 
from a person acting on your behalf, 
from other sources (including from publicly 
available information), and it may be 
generated or combined with other information 
available to us or any member of the 
HSBC Group. 
7.5 For what purposes will you process my 
information? 
You agree that we (including other members of the 
HSBC Group) may process, 
transfer, and disclose Customer Information in 
connection with the following 
purposes: 
(a) the provision of services and to approve,
manage, administer or effect any 
transactions that you request or authorise; 
(b) meeting Compliance Obligations;
(c) conducting Financial Crime Risk Management
Activity; 
(d) collecting any amounts due and outstanding
from you; 

out your rights to your information. We’ve provided 
our Privacy Notice to you separately and will inform 
you when we make any changes to it. You can also find 
this at www.hsbc.com.bh or you can ask for a copy in 
Branch. 

We’ll also give your information to others if 
required by law (e.g. if we believe you may have tax 
obligations in other jurisdictions, we may have to 
disclose that information directly to tax authorities or 
we may disclose it for the purpose of detecting or 
preventing fraud and financial crime). We may also 
disclose it if we need to protect our own interests (e.g. 
in any legal proceedings) or we have your specific 
agreement. 

By agreeing to these General Terms, you are expressly 
giving up any right to secrecy you have under banking 
secrecy Laws in Bahrain and in other jurisdictions 
(“Banking Secrecy Laws and Regulations”). 

In particular you are giving up your right to secrecy by 
granting your consent pursuant to Article 117 of the 
Central Bank of Bahrain and Financial Institutions Law 
(Decree No. 64 0f 2006) and Article 371-2 of the 
Bahrain Penal Code (Law No. 15 of 
1976) each as amended or replaced from time to time 
("Bahrain Banking Secrecy 
Laws"). You expressly agree not to hold us or any 
member of the HSBC Group (including any officers, 
staff and third party agents) liable in relation to such 
Banking Secrecy Laws and Bahrain Banking Secrecy 
Laws, unless we have acted fraudulently or with wilful 
misconduct or gross negligence. 
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(e) conducting credit checks and obtaining or
providing credit references; 
(f) enforcing or defending our rights, or those of a
member of the HSBC Group; 
(g) for our internal operational requirements or
those of the HSBC Group (including 
credit and risk management, system or product 
development and planning, 
insurance, audit and administrative purposes); and 
(h) maintaining our overall relationship with you
(including marketing or promoting 
financial services or related products and market 
research), 
(together referred to as the “Purposes”). 

7.6 Who will you share my information with? 
You agree that we may, as necessary and 
appropriate for the Purposes, transfer 
and disclose any Customer Information to the 
following recipients globally (who 
may also process, transfer and disclose such 
Customer Information for the 
Purposes): 
a. any member of the HSBC Group;
b. any sub-contractors, agents, service providers, or
associates of the HSBC 
Group (including their employees, directors and 
officers); 
c. any Authorities, in response to their requests;
d. persons acting on your behalf, payment
recipients, beneficiaries, account 
nominees, intermediary, correspondent and agent 
banks, clearing houses, 
clearing or settlement systems, market 
counterparties, upstream withholding 
agents, swap or trade repositories, stock 
exchanges, companies in which you 
have an interest in securities (where such securities 
are held by us for you); 
e. any party to a transaction acquiring interest in,
or assuming risk in, or in 
connection with, the Services; 
f. other financial institutions, credit bureaus or
credit reference agencies as we choose to use from 
time to time for the purposes of obtaining or 
providing credit 
references and other information; 
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g. any third party fund manager who provides asset
management services to you; 
h. any introducing broker to whom we provide
introductions or referrals; and 
i. in connection with any HSBC business transfer,
disposal, merger or acquisition 
wherever located, including in jurisdictions other 
than Bahrain and jurisdictions which do 
not have data protection laws. 

7.7 Will you use Credit Bureaus? 
You agree that we can share your information with 
credit reference agencies/bureaus and 
use information available from public sources to 
verify your identity and suitability for an 
Account. When you apply for a Current Account or 
for credit facilities, and during the term 
of that Account or facility, we may request a report 
from a credit reference agency/bureau to 
assess your ability to meet your financial 
commitments. 
In addition, we may share your information with 
HSBC-authorised external debt collection 
agencies for the purposes of collection of any 
overdue debts you may owe to us. 

7.8 Will you provide a reference to another bank 
about me? 
We will obtain your consent before providing a 
reference to another bank about you. 

7.9 What happens if I don’t keep you updated 
with changes to my information or if I 
refuse to give you information you request from 
me? 
If: 
• you fail to provide promptly Customer
Information that we request; or 
• you withhold or withdraw any consents that we
may need to process, transfer or 
disclose Customer Information for the Purposes 
(except for purposes connected with 
marketing or promoting products and services to 
you); or 
• we have, or a member of the HSBC Group has,
suspicions regarding Financial Crime or 
an associated risk; 
then you agree that we may: 
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a. be unable to provide new, or continue to provide 
all or part of the, Services to you and 
reserve the right to end our relationship with you; 
b. take actions necessary for us or a member of the 
HSBC Group to meet the Compliance 
Obligations; and/or 
c. block, transfer or close your account(s) where 
permitted under local Laws. 
In addition, if you fail to supply promptly your, or a 
Connected Person’s, Tax 
Information and accompanying statements, waivers 
and consents, as may be 
requested, then we may make our own judgement 
with respect to your status, 
including whether you are reportable to a Tax 
Authority. Such action may mean we 
or other persons are required to withhold amounts 
as may be legally required by 
any Tax Authority and pay such amounts to the 
appropriate Tax Authority. 
 
7.10 What if my information changes? 
You agree to inform us promptly, and in any event 
within 30 days, in writing if there 
are any changes to Customer Information supplied 
to us or a member of the HSBC 
Group from time to time, and to respond promptly 
to any request for Customer 
Information from us or a member of the HSBC 
Group. 
 
7.11 What if I give you someone else’s 
information? 
By agreeing to these General Terms, you are 
confirming that every person whose 
information (including Personal Data or Tax 
Information) you have provided to us or 
a member of the HSBC Group has (or will at the 
relevant time have) been notified 
of and agreed to the processing, disclosure and 
transfer of their information as set 
out in these Terms. 
 
7.12 How will my information be protected? 
Whether it is processed in Bahrain or overseas, 
Customer Information will be 
protected by a strict code of secrecy and security 
which all members of the HSBC 
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Group, their staff and third parties are subject to. 
 
7.13 What about banking secrecy laws and 
regulations? 
By agreeing to these General Terms, you are 
expressly giving us your consent to 
share your information as described in these 
General Terms and you are expressly 
giving up any right to secrecy you have under 
banking secrecy laws and regulations 
in Bahrain and in other jurisdictions (“Banking 
Secrecy Laws and Regulations”). 
In particular you are giving up your right to secrecy 
by unequivocal consent 
pursuant to Article 117 of the Central Bank of 
Bahrain and Financial Institutions 
Law (Decree No. 64 0f 2006) and Article 371-2 of 
the Bahrain Penal Code (Law No. 
15 of 1976) each as amended or replaced from time 
to time ("Bahrain Banking 
Secrecy Laws") You expressly agree not to hold us 
or any member of the HSBC 
Group (including any officers, staff and third party 
agents) liable in relation to such 
Banking Secrecy Laws and Regulations and Bahrain 
Banking Secrecy Laws, unless 
we have acted fraudulently or with willful 
misconduct or gross negligence. 
 
7.14 What happens to my information if my 
Account is closed and/or my 
relationship with you ends? 
This section of these General Terms will continue to 
apply even if we (or any other 
member of the HSBC Group) end the relationship 
with you and/or your Account is 
closed. 
 

8.1 What must I do to keep my Account safe and 

secure? 

You must take all reasonable precautions to keep 

your cards, security details (especially your PIN), 

cheque book, HSBC Secure Key and other security 

tools safe and to prevent fraudulent use of them. 

Further details about your HSBC Secure Key and 

9.1 What must I do to keep my Account safe and 

secure? 

You must take all reasonable precautions to keep your 

cards, security details (especially your PIN), cheque 

book, HSBC Secure Key and other security tools safe 

and to prevent fraudulent use of them. You should not 

share your online banking security details with any 

third party (including a TPP).  Further details about 
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ways to protect your Account can be found on our 

Website. 

If you no longer require your cards or unused 

cheques, please destroy them securely (cutting 

them into at least 6 pieces). 

We will ask you to help us and the police (including 

reporting to the police) or other Authorities and 

third parties with any investigation into the 

suspected misuse of your cards, security details, 

cheques, HSBC Secure Key or other security tools. 

By agreeing to these General Terms, you agree that 
we may disclose information about your Account to 
the police, other Authorities and/or relevant third 
parties to help us recover or prevent losses. 

your HSBC Secure Key and ways to protect your 

Account can be found on our Website. 

If you no longer require your cards or unused cheques, 

please destroy them securely (cutting them into at 

least 6 pieces). 

We will ask you to help us and the police (including 

reporting to the police) or other Authorities and third 

parties with any investigation into the suspected 

misuse of your cards, security details, cheques, HSBC 

Secure Key or other security tools. 

By agreeing to these General Terms, you agree that we 
may disclose information about your Account to the 
police, other Authorities and/or relevant third parties 
to help us recover or prevent losses. 

9. Balance information and statements 

9.3 Is there any time limit on me querying an entry 

on my statement? 

You must examine your monthly statement as soon 

as you receive it. If you see an entry on your 

monthly statement that you do not recognise or 

you think is incorrect, you must let us know within 

30 days of the statement date. 

If we agree that there has been an error, we will 

take steps to correct it. We may need to carry out 

an investigation and we may ask you to give us 

more information or supporting documentation. 

If you do not tell us within the 30 day period, we 
will assume that you agree with the contents of 
your statement and we will not usually investigate 
or correct any disputed entries unless we think we 
may have made an error. 

10. Balance information and statements 

10.3 Is there any time limit on me querying an entry 

on my statement? 

You must examine your monthly statement as soon as 

you receive it. If you see an entry on your monthly 

statement that you do not recognise or you think is 

incorrect, you must let us know as soon as possible 

and within 30 days of the statement date.  If you don’t 

do so, you won’t have a right to a refund.  This 

includes any payments initiated by a TPP. 

If we agree that there has been an error, we will take 

steps to correct it. We may need to carry out an 

investigation and we may ask you to give us more 

information or supporting documentation. 

If you do not tell us within the 30 day period, we will 
assume that you agree with the contents of your 
statement and we will not usually investigate or 
correct any disputed entries unless we think we may 
have made an error. 

New section 15.2 Can I use a TPP to initiate a payment? 

Yes, for certain types of payments in Bahrain.  You can 

use a TPP to make an immediate payment, set up a 

future dated payment or set up a standing order. 

14.2 When will you make payments from my 

Account? 

15.3 When will you make payments from my 

Account? 
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We will only make a payment from your Account if: 

 there is enough money available in your 

Account to cover it; or 

 there is a pre-authorised Overdraft on your 

Account which covers it; or 

 we agree to provide you with an exceptional 

Overdraft to cover it. 

For more information on pre-authorised and 

exceptional Overdrafts, please see section 21 

below. 

For future payments, there are various cut off times 

for when you have to meet the above criteria in 

order for the payment to be made on the same 

Working Day – you can find details of the cut off 

times on our Website. The cut off times are 

indicative only. 

Payments may not be made instantly and certain 

payment methods may attract more fees and 

charges than other payment methods – please see 

our Schedule of Services and Tariffs for more 

details. 

We will take all payments due to be made, or that 

we have agreed to make, from your Account that 

day into consideration before we choose to process 

any particular payment you instruct us to make. 

Please note that for Direct Debit payments, the 

person or organisation to whom a Direct Debit 

payment is paid may change the amount of the 

Direct Debit payment but they should give you 

advance notice of this. prevention procedures may 

lead to your payment being delayed or not sent at 

all. 

We will not be liable for any losses in the event of a 

delay or if the payment is not processed for this 

reason. If we believe there is any suspicious or 

unusual activity happening on your Account, we 

may need to carry out an investigation and we may 

ask you to give us more information or supporting 

documentation. You must provide us with this 

We will only make a payment from your Account if: 

 there is enough money available in your 

Account to cover it; or 

 there is a pre-authorised Overdraft on your 

Account which covers it; or 

 we agree to provide you with an exceptional 

Overdraft to cover it. 

For more information on pre-authorised and 

exceptional Overdrafts, please see section 22 below. 

For future payments, there are various cut off times 

for when you have to meet the above criteria in order 

for the payment to be made on the same Working Day 

– you can find details of the cut off times on our 

Website. The cut off times are indicative only. 

Payments may not be made instantly and certain 

payment methods may attract more fees and charges 

than other payment methods – please see our 

Schedule of Services and Tariffs for more details. 

We will take all payments due to be made, or that we 

have agreed to make, from your Account that day into 

consideration before we choose to process any 

particular payment you instruct us to make. 

Please note that for Direct Debit payments, the person 

or organisation to whom a Direct Debit payment is 

paid may change the amount of the Direct Debit 

payment but they should give you advance notice of 

this. prevention procedures may lead to your payment 

being delayed or not sent at all. 

You may use a TPP to initiate certain types of 

payments in Bahrain. If you use a TPP to initiate a 

payment, you should read the terms and conditions of 

that service provider to understand whether any 

additional cut-off times may apply. 

We will not be liable for any losses in the event of a 

delay or if the payment is not processed for this 

reason.  

If we believe there is any suspicious or unusual activity 

happening on your Account, we may need to carry out 

an investigation and we may ask you to give us more 
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information as soon as possible otherwise this may 

lead to us restricting or closing your Account. 

You must report any unusual transactions on your 

Account as soon as you notice them by calling us 

using the Telephone Banking numbers on our 

Website or by visiting a Branch. 

Exceptionally, payments may be delayed due to 

Financial Crime Risk Management Activity. Please 

see section 1 for more details. 

information or supporting documentation. You must 

provide us with this information as soon as possible 

otherwise this may lead to us restricting or closing 

your Account. 

You must report any unusual or incorrect  payments 

on your Account as soon as you notice them by 

calling us using the Telephone Banking numbers on 

our Website or by visiting a Branch. 

Exceptionally, payments may be delayed due to 

Financial Crime Risk Management Activity. Please see 

section 1 for more details. 

14.5 Are there any general conditions for making 

payments? 

To ensure we protect your Account from 

unauthorised requests, we may take extra steps to 

validate payments being made. Payments may be 

delayed if we carry out such steps. 

You cannot make all types of payments through 

each banking channel we provide. 

Please see our Website for details of which 

payments can be made through which channels. 

Charges apply to some types of payments. Current 

charges can be found in our Schedule of Services 

and Tariffs and on our Website. 

In Bahrain, banks only use the IBAN when they 

process payments. We will only process payments 

within Bahrain using the IBAN. 

You are responsible for providing the correct 

beneficiary details (name of beneficiary, IBAN, 

SWIFT, Account number and sort code, where 

relevant) for all payment requests. If you do not 

give us the correct beneficiary details, the payment 

may be rejected or credited to a person who is not 

the right beneficiary. 

If the mistake has been caused by an error on your 

part, then we will not be responsible for any losses 

and we may not be able to reverse the transaction 

without the recipient’s consent 

15.6 Are there any general conditions for making 

payments? 

To ensure we protect your Account from unauthorised 

requests, we may take extra steps to validate 

payments being made. Payments may be delayed if we 

carry out such steps. 

You cannot make all types of payments through each 

banking channel we provide. 

Please see our Website for details of which payments 

can be made through which channels. 

Charges apply to some types of payments. Current 

charges can be found in our Schedule of Services and 

Tariffs and on our Website.  If you use a TPP to initiate 

a payment, they may apply additional charges – you 

should check their terms and conditions for more 

information.  

In Bahrain, banks [and TPPs] only use the IBAN when 

they process payments. We will only process 

payments within Bahrain using the IBAN. 

You are responsible for providing the correct 

beneficiary details (name of beneficiary, IBAN, SWIFT, 

Account number and sort code, where relevant) for all 

payment requests. If you do not give us the correct 

beneficiary details, where relevant) for all payment 

requests. If you do not give us or a TPP the correct 

beneficiary details, the payment may be rejected or 

credited to a person who is not the right beneficiary. 
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If the mistake has been caused by an error on your 

part or that of a TPP, then we will not be responsible 

for any losses and we may not be able to reverse the 

transaction without the recipient’s consent. 

Where a mistake is the fault of a TPP, you should 

contact the TPP directly. 

14.6 What happens if a mistake is made? 

If a payment is made into your Account as a result 

of fraud or a mistake, we may (but are not obliged 

to) place a hold on the monies whilst we 

investigate. We may later deduct it from your 

Account. If this leads to your Account either: 

 going overdrawn and you do not have a pre-

authorised Overdraft on your account; or 

 going over the agreed limit of an existing 

pre-authorised Overdraft then we will treat 

this as an exceptional Overdraft request 

from you. 

If a payment is made out of your Account as a 

result of a mistake, we may not be able to recover 

that payment. If the payment was made due to 

your mistake, for example, incorrect payment 

information, we may charge you for any costs to us 

of recovering the funds (if it is possible to recover 

them). 

If you dispute a transaction we will investigate the 

facts. Depending on the outcome of our 

investigation, we may either reject your dispute or 

accept it. If we accept your dispute, we will credit 

your Account with the value of the disputed 

transaction. If we reject your dispute, we may debit 

your Account for any fees, interest or losses we 

have incurred in our investigation. 

15.7 What happens if a mistake is made? 

If a payment is made into your Account as a result of 

fraud or a mistake, we may (but are not obliged to) 

place a hold on the monies whilst we investigate. We 

may later deduct it from your Account. If this leads to 

your Account either: 

 going overdrawn and you do not have a pre-

authorised Overdraft on your account; or 

 going over the agreed limit of an existing pre-

authorised Overdraft then we will treat this as 

an exceptional Overdraft request from you. 

If an incorrect payment is made out of your Account as 

a result of a mistake, we may not be able to recover 

that payment. If the incorrect payment was made due 

to your mistake, for example, incorrect payment 

information, [or that of a TPP,] we may charge you for 

any costs to us of recovering the funds (if it is possible 

to recover them). 

If you dispute a transaction we will investigate the 

facts. Depending on the outcome of our investigation, 

we may either reject your dispute or accept it. If we 

accept your dispute, we will credit your Account with 

the value of the disputed transaction. If we reject your 

dispute, we may debit your Account for any fees, 

interest or losses we have incurred in our 

investigation. 

15.2 What information do I have to provide for 

you to make a payment from my Account? 

You must provide us with the information we 

request in order for us to be able to make a 

payment from your Account. We will make the 

payment using only this information. 

16.2 What information do I have to provide for you 

to make a payment from my Account? 

You must provide us with the information we request 

in order for us to be able to make a payment from 

your Account. We will make the payment using only 

this information. 
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Sometimes we will need to contact you to validate 

your payment request and may ask you for further 

information or documentation before we process 

the payment request. If we do not have sufficient 

information or the information we receive causes 

us to believe that fulfilling the payment request 

may mean we breach any applicable Laws, we will 

not be able to make the payment and your 

payment request may be cancelled. 

If you give us wrong or incomplete information, or 

we are unable to process payment requests for 

legal or regulatory reasons, we will not be liable for 

any losses (whether we process the payment or 

not). 

For Standing Instructions, we may need you to 

confirm the details of a regular payment recipient 

and renew your instructions to make the payment 

at various intervals. 

The above does not apply to Direct Debits which 

you set up by signing a separate mandate form. 

There are terms and conditions applying to Direct 

Debits, which can be found on the mandate form. 

Sometimes we will need to contact you to validate 

your payment request and may ask you for further 

information or documentation before we process the 

payment request. If we do not have sufficient 

information or the information we receive causes us 

to believe that fulfilling the payment request may 

mean we breach any applicable Laws, we will not be 

able to make the payment and your payment request 

may be cancelled. 

If you give us wrong or incomplete information, or we 

are unable to process payment requests for legal or 

regulatory reasons, we will not be liable for any losses 

(whether we process the payment or not). 

For Standing Instructions, we may need you to confirm 

the details of a regular payment recipient and renew 

your instructions to make the payment at various 

intervals. 

The above does not apply to Direct Debits which you 

set up by signing a separate mandate form. There are 

terms and conditions applying to Direct Debits, which 

can be found on the mandate form. 

If you use a TPP to initiate a payment, you will be 

asked to provide consent to the TPP before being 

redirected to HSBC for authentication. The TPP may 

ask you for the [IBAN number, sort code and account 

number] of where the payment will come from, or you 

can select those details after the authentication 

process and confirm the payment to be made. 

When the process is complete we’ll send the 

requested information to the TPP or make the 

payment. 

15.4 How long does it take for electronic 

payments from my account to reach the bank of 

the person/organization I am paying? 

How long a payment takes to reach the beneficiary 

depends on the type of payment you make and the 

time of day you give us your instruction to make 

the payment. More details on our cut off times are 

available on our Website. Cut off times are 

indicative only. 

16.4 How long does it take for electronic payments 

from my account to reach the bank of the 

person/organization I am paying? 

How long a payment takes to reach the beneficiary 

depends on the type of payment you make and the 

time of day you give us or a TPP your instruction to 

make the payment. More details on our cut off times 

are available on our Website. Cut off times are 

indicative only.  
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If you use a TPP to initiate a payment, you should read 

the terms and conditions of that service provider to 

understand whether any additional cut-off times may 

apply. 

  

15.5 Can I change my mind after I have asked you 

to make a payment? 

If you have asked us to make a payment 

immediately then you cannot usually cancel the 

payment as we will have processed it already. 

If you have asked us to make a payment in the 

future, you can usually cancel your instruction 

before we send the payment, but occasionally it 

may be too late to cancel as we will have already 

processed the payment. Our cut off times are 

available on our Website. Cut off times are 

indicative only. If you ask us to cancel a payment 

instruction, we will not be liable for any exchange 

rate losses. 

16.5 Can I change my mind after I have asked you to 

make a payment? 

If you have asked us to make a payment immediately 

then you cannot usually cancel the payment as we will 

have processed it already. 

If you have asked us to make a payment in the future, 

you can usually cancel your instruction before we send 

the payment, but occasionally it may be too late to 

cancel as we will have already processed the payment. 

Our cut off times are available on our Website. Cut off 

times are indicative only. If you ask us to cancel a 

payment instruction, we will not be liable for any 

exchange rate losses. 

If you use a TPP to initiate a payment, you should read 

the terms and conditions of that service provider to 

understand whether any additional rules apply. 

20. What happens if things go wrong 

20.1 How do I check that I have authorised all 

payments from my Account and how long do I 

have to do this? 

You must check your statements carefully as soon 

as they are available. You must tell us immediately 

if there is a transaction you do not recognise or if 

you think we have made a payment incorrectly. If 

you do not tell us within 30 days of the date of the 

payment you may not be entitled to have any 

errors corrected. 

21. What happens if things go wrong 

21.1 How do I check that I have authorised all 

payments from my Account and how long do I have 

to do this? 

You must check your statements carefully as soon as 

they are available. You must tell us immediately if you 

spot an unauthorised payment or if there is a 

transaction you do not recognise, or if you think an 

incorrect payment has occurred. If you do not tell us 

within 30 days of your statement date you may not be 

entitled to have any errors corrected. 

20.2 Will I get a refund if I did not authorise a 

payment from my Account? 

If you tell us that you did not authorise a payment 

from your Account we will investigate the facts. If 

we accept your dispute, we will refund your 

Account with the payment amount and any interest 

21.2 Will I get a refund if I did not authorise a 

payment from my Account? 

If you tell us that you did not authorise a payment 

from your Account within 30 days from your 

statement date we will investigate the facts. If we 

accept your dispute, we will refund your Account with 
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or charges you have paid as a result of the 

unauthorised payment. 

We will have no further responsibility to you. If we 

reject your dispute, we will have no liability to you 

and we may debit your Account for any fees, 

interest or losses we have incurred in our 

investigation. 

the payment amount and any interest or charges you 

have paid as a result of the unauthorised payment. 

We will have no further responsibility to you. If we 

reject your dispute or we determine that you shared 

your online banking security details with an 

unauthorised third party, we will have no liability to 

you and we may debit your Account for any fees, 

interest or losses we have incurred in our 

investigation. 

Under table (section 20.4) 

We are not responsible if we do not comply with 

any of these General Terms: 

 due to abnormal or unforeseen 

circumstances beyond our control, the 

consequences of which would have been 

unavoidable despite all efforts to the 

contrary; or 

 where our failure to comply is due to our 

obligations under applicable Law. 

Under table (section 21.4) 

We won’t be responsible for any losses you may 

suffer if we can’t perform our obligations under this 

agreement due to: 

 any legal or regulatory requirements;  

 abnormal or unforeseeable circumstances 

which are outside our (or our agents’ and/or 

subcontractors’) control and which we 

couldn’t have avoided despite all efforts to the 

contrary, such as industrial action or 

mechanical failure; or  

 [the actions or inactions of a TPP]  

24. Glossary 

New definition – Incorrect payment 

New definition – TPP definition 

New definition – Unauthorised payment 

25. Glossary 

Incorrect payment means a payment that has not 

been sent to the person or account you specified 

when you instructed us or a TPP to make the payment. 

 

TPP means a third party service provider that’s 

authorised by or registered with the CBB or otherwise 

permitted by law to access information and make 

payments on online payment accounts operated by 

other providers (such as banks and credit card issuers) 

and has your permission to do this. 

 

Unauthorised payment means a payment made from 

your account which wasn’t authorised by you or 

someone you’ve authorised to make payments on 

your account. 

 




