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writing to you at least two months in 
advance. We can make this change for 
one of the reasons set out in conditions 
10.20 or 10.21 above, or for any other 
reason. If you do not agree to the 
change you can close your account. 
If you notify us that you do not accept a 
change, we will take this as notification 
that you wish to close your account 
immediately.

10.23	� If your account is a not a payment account, 
we can make changes to the charges for 
the normal running of your account for 
one of the reasons set out in conditions 
10.20 or 10.21 above. If we believe that 
the change is to your disadvantage, 
we will write to you at least 30 days in 
advance. We will then allow you a period 
of at least 30 days from the date you 
receive our notice to close your account 
without notice (and without us taking 
anything off the balance under our special 
conditions). We will explain this in the 
notice we send you. If we believe the 
change is to your advantage, for example, 
because we are reducing a charge, we do 
not need to notify you but will show the 
new figure in our interest rates and 
charges leaflet.

10.24	�We may offer special services on your 
account. We will notify you of the 
charges for these services at the time 
you ask to use them. We are free to 
change these charges at any time, and 
do not need to tell you of the change. 

	 �Changes for reasons not set out in 
these conditions

10.25	�We can also change the charges we 
charge you, or introduce new or 
different charges for any valid reason 
not specified in this condition 10, as 
long as you are free to end the 
agreement without charge or, if there 
would be a charge, we agree to waive it.

10.26	�We can make any changes to these 
conditions, the special conditions and 
additional conditions (including the 
interest rate, the margin on a tracker 
product or the charges we charge you, 
or the introduction of new or different 
charges) for any other reason as long as 
you are free to end the agreement 

without charge, or if there would be a 
charge if we agree to waive it.

11.	 General liability

11.1	 If we break this agreement: 

	 a)	� we will not be liable for losses or 
costs caused by abnormal and 
unforeseeable circumstances 
outside our reasonable control, 
which would have been unavoidable 
despite all efforts to the contrary, 
for example, delays or failures 
caused by industrial action, 
problems with another system or 
network, mechanical breakdown or 
data-processing failures; and 

	 b)	� as this agreement is made with you 
as a personal customer, we will not 
be liable for any business losses or 
costs you suffer (such as loss of 
business profits or opportunities). 

11.2	� You will be liable up to £50 for any 
payment instruction you did not give 
yourself unless we can prove either: 

	 a)	� that you have acted fraudulently in 
which case you will be liable for all 
payments from the account that we 
have been unable to stop; or 

	 b)	� that you have been grossly negligent 
with your card or Security Details (or 
allowed someone else to use your 
card or Security Details) in which 
case you will be liable for all 
withdrawals or payments made 
before you tell us that your card or 
Security Details have been lost, 
stolen or could be misused.

	� In some cases, you will not have any 
liability for a payment instruction you did 
not give yourself. These include where we 
have failed to tell you how to report that 
your card or Security Details have been 
lost, stolen or could be misused or where 
the unauthorised payment was made by 
telephone or internet. If you are not liable 
for a payment, we will refund the amount 
of the payment (less the amount you are 
liable for, if any) and any charges or 
interest you paid as a result of it, and pay 
you any interest we would have paid you 
on that amount, and will not have any 
further liability to you. 
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11.3	� Nothing in this agreement limits our 
liability for acting fraudulently or very 
carelessly or otherwise excludes or 
limits our liability to the extent we are 
unable to exclude or limit it by law. 

12.	� Using money between accounts 
(Set-off)

12.1	� If any money you owe us (for example, 
on a loan, credit card, mortgage, 
overdraft or otherwise) is overdue for 
payment, we may use any money you 
have in any of your accounts with us to 
reduce or repay (by way of set-off or 
otherwise) what you owe us. 

12.2	� We can use our set-off right, where you 
have accounts which are only in your 
name. We can also use our set-off right 
where you have accounts which you 
hold with another person (X), and you 
and the other person together owe us 
money (for example, on a joint loan, 
mortgage or overdraft), as shown below.

Money in account 	 Set-off against 	
for:				    Money owed by:

You only			   You

You only			   You and X

You and X 			  You and X

12.3	� Unless this is not permitted by our 
regulator or other similar body, we can 
use our set-off right, where you have 
accounts which you hold with another 
person (X) and either you or the other 
person owe us money individually as 
shown below.

Money in account 	 Set-off against 	
for:				    Money owed by:

You and X			  X

You and X 			  You

12.4	� We can use money you have in your 
accounts to pay something you owe us 
as described above even if there is a 
court decision against you or you are 
fined (including interest arising after the 
date of the final decision or fine), unless 
the court instructs us otherwise, or we 
are otherwise prevented by law.

12.5	� Occasionally we receive legal 
instructions or notices to hold a 

customer’s money for someone else or 
to pay it to someone else. If this happens 
to you, the money available to the other 
person will be what is left after we add 
up amounts we owe you on your 
affected accounts and subtract amounts 
you owe us, including any interest 
arising after the legal instruction or 
notice, unless we decide otherwise or 
we are otherwise prevented by law. 

13.	� Ending this agreement or an account 
or service 

13.1	� This agreement will continue until you or 
we cancel or end it.

13.2	� You may end this agreement, or an 
account or other service under it, at any 
time by writing to us, visiting one of our 
branches or phoning us. Where you 
have not told us in writing, we may 
require confirmation in writing. Subject 
to anything in the special conditions for 
your account you will also be treated as 
ending this agreement in relation to an 
account if you do not make a payment 
into the account within six months of 
opening it. 

13.3	� We may end this agreement (or any 
account or service under it) by writing to 
you and giving you two months’ notice. 

13.4	� We may close or suspend an account or 
stop providing a service if:

	 a)	� you are not eligible (or no longer 
eligible) for an account or service; or

	 b)	�� you do not use it for 12 months. In 
this case, you can ask us to remove 
any restrictions we have applied to 
the account or service at any time 
but we may need to check your 
identity before we do so.

13.5	� If there have been no payments into or 
out of an account for 15 years (or other 
period specified by law) and we have 
lost touch with you, we may transfer any 
money in the account to the “reclaim 
fund” (which is a body set up to deal 
with unclaimed assets in dormant 
accounts). You will be entitled to reclaim 
any money transferred, and any interest 
payable, from the reclaim fund and if 
you ask us we can help you do this.

13.6	� If we end this agreement or stop 
providing an account or service, we will 
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act in a manner we think is reasonably 
appropriate for the circumstance and will 
try to reduce the inconvenience to you.

13.7	� When you or we end this agreement, 
any service or account we provide under 
it will end and you must on our request: 

	 a)	� repay any money you owe us, such 
as any overdrafts and the amount of 
any cheques, card payments or other 
payment instructions you have made 
and which have not yet been taken 
out of your account; 

	 b)	� pay any charges that you owe us (if 
you cancel, these will be the charges 
applying to the period before the 
agreement is cancelled); and 

	 c)	� if we ask you to do so, return 
anything that belongs to us or that 
we have given you, such as any cards 
(cutting them up before sending 
them). 

	� If you or we end a service (but not the 
whole agreement), you must take these 
steps as they apply to that service alone.

13.8	� When your account is closed, you are 
responsible for cancelling any direct 
payments (such as standing orders, 
if these are available on your account) 
into or out of your account. If someone 
sends a payment to your closed 
account, we will take reasonable steps 
to return the payment to the sender. 

13.9	� If this agreement (or a service under it) 
ends, it will not affect any legal rights or 
obligations which may already have 
arisen or any instructions already given. 

13.10	� When this agreement ends (or your 
account is closed) we will pay or transfer 
money we hold for you or owe you 
under this agreement (or in the account) 
to you, or to any other person you name 
in writing. However, we may keep 
enough money to cover any liabilities 
owed to us, or, if you have broken this 
agreement, any loss of ours as a result. 

13.11	� In the event of your death, we may need  
to see a grant of probate, certificate of 
confirmation or equivalent grant of 
representation before releasing money 
in your account to your personal 
representatives. 

14.	 Transferring rights and obligations 

	� You may not transfer any obligations or 
rights, benefits or interests under this 
agreement or in your accounts (or 
income from them) or create any 
security over money in your accounts in 
favour of someone else unless we say 
you can in writing. 

15.	 Not enforcing this agreement 

	� We may not always strictly enforce our 
rights under this agreement. If we do 
this, it will be just a temporary measure 
and we may enforce our rights strictly 
again. 

16.	 Law applying to this agreement 

16.1	� General law (for example, about banking 
or consumer protection) applies to the 
accounts and services we provide you. 
For further information about your 
statutory rights please contact your 
local Trading Standards Department or 
Citizens’ Advice Bureau.

16.2	� Except where the general law cannot be 
changed or excluded, if any term of this 
agreement conflicts with the general 
law, then this agreement will apply.

16.3	� If you are not resident in Scotland when 
the conditions in this document first 
apply to you, English law will decide any 
legal questions about this agreement, 
and about our dealings with you with a 
view to entering into this agreement. 
The courts of England and Wales will also 
be able to deal with any legal questions 
connected with this agreement. 

16.4	� If you are resident in Scotland when the 
conditions in this document first apply 
to you, Scots law will decide any legal 
questions about this agreement, and 
about our dealings with you with a view 
to entering into this agreement. The 
Scottish courts will also be able to deal 
with any legal questions connected with 
this agreement. 
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General

‘Special conditions’ in this brochure are these 
Important information points and the other 
terms in the Account features section 
explaining how our accounts work. This 
brochure is the main leaflet for these accounts. 

Important information about compensation 
arrangements

We are covered by the Financial Services 
Compensation Scheme (FSCS). The FSCS can 
pay compensation to depositors if a bank is 
unable to meet its financial obligations. Most 
depositors - including most individuals and 
small businesses - are covered by the scheme.

In respect of deposits, an eligible depositor is 
entitled to claim up to £85,000. For joint 
accounts each account holder is treated as 
having a claim in respect of their share so, for 
a joint account held by two eligible depositors, 
the maximum amount that could be claimed 
would be £85,000 each (making a total of 
£170,000). The £85,000 limit relates to the 
combined amount in all the eligible 
depositor’s accounts with the bank including 
their share of any joint account, and not to 
each separate account.

For further information about the scheme 
(including the amounts covered and eligibility 
to claim) please ask at your local branch, refer 
to the FSCS website www.FSCS.org.uk or call 
020 7892 7300 or 0800 678 1100.

Deposits with us are held with Bank of Scotland 
plc. Accounts with Bank of Scotland plc include 
accounts with its divisions and trading names: 
Halifax, Intelligent Finance (IF), Birmingham 
Midshires (BM Savings), Bank of Scotland, Bank 
of Scotland Private Banking, Bank of Scotland 
Germany, Bank of Scotland The Netherlands, 
Bank of Scotland Treasury, Lloyds Bank 
Corporate Markets, Lloyds TSB Corporate 
Markets, St James’s Place Bank and St James’s 
Place Private Bank. Some savings accounts 
under the AA Savings, Saga and Charities Aid 

Foundation brand names are also deposits with 
Bank of Scotland plc. An eligible depositor’s 
£85,000 limit relates to the combined amount 
in accounts under all of these names.

If you are unsure whether your account is held 
with Bank of Scotland plc please check your 
account literature.

Cheques 

The standard central clearing cycle for cheques 
is three working days. The time you have to 
wait before the money can be taken out of your 
account is longer than this — please see 
condition 5 of the General Savings conditions.

Tax

Your interest will either be paid net or gross.  
If interest is paid net (this means after 
deduction of income tax, currently 20%), you 
may claim income tax back from HM Revenue & 
Customs if the amount of tax we have taken off 
is more than you have to pay. Interest will only 
be paid gross (this means without deduction of 
income tax, currently 20%), if you are registered 
with us as a non-taxpayer, or the account is a 
tax-free product. A separate registration is 
required for each account you hold. 

Interest can also be paid gross on a 
Guaranteed Reserve when the account has 
been registered as a Qualifying Time Deposit. 

It is your responsibility to declare the account 
and the interest earned on your annual tax 
return and pay the tax at your personal rate 
directly to HMRC.

If you are a higher rate taxpayer, additional 
income tax is due on the interest we pay.

Certain categories of investors, such as limited 
companies, charities and clubs who are able to 
provide documentary evidence which can 
reasonably be taken to support that they fall 
into these categories may also receive gross 
interest. The evidence might be the certificate 
of incorporation for a company or the 
registered number for a charity.

Important information.
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‘Tax-free’ means free of income tax.

If a parent gifts money into an account in the 
parent’s name in trust for the child (or in 
respect of the child) and the interest from this 
is more than £100 a year (this will also include 
where the gift and any interest that has already 
been paid, added together, gives rise to a 
gross interest payment over £100) then that 
interest will count towards the parent’s income 
and be taxable as such. This amount applies to 
each parent individually but all accounts he or 
she holds for the child (whether or not they are 
held with the same bank or building society) 
will be taken into account. Where a civil 
partner makes a gift to his/her partner’s child 
then any income arising from that gift is 
subject to the £100 rule.

Interest 

Accounts with balances below £50 receive no 
interest (unless you appear in our records as 
being under 21 in which case we will pay you 
interest at the special rate for young savers). 
This does not include Halifax Regular Saver, 
Halifax Children’s Regular Saver, Halifax ISA 
Saver, Halifax Guaranteed Saver, Halifax 
Guaranteed Saver Reward or save4it.

Savers under 21

A special rate of interest is available on Halifax 
Liquid Gold accounts if you appear in our 
records as under 21. Interest is paid at the 
special rate or at the tiered rate of interest 
(whichever is the higher) on any balances of £1 
or more on these accounts. 

Transfer of interest

If you ask us to transfer your monthly or annual 
interest to an account at another bank, 
building society or other financial institution, 
we can only do this if that bank, building 
society or other financial institution has a UK 
bank sorting code. This type of transfer of 
interest is not available on save4it or Halifax 
Regular Saver or Halifax Children’s Regular 
Saver.

If you choose to have your interest paid in this 
way your interest payment should not take 
longer than four working days to reach your 
other account.

We no longer pay our customers interest by 
cheque. Interest must either be added to your 
savings account or transferred to another 
account, either with us or with another bank or 
building society.

Halifax Liquid Gold — Moneycard

Of the accounts included in this booklet, the 
only customers who have cards to use on their 
accounts are Halifax Liquid Gold customers 
who formerly had a Leeds Permanent Building 
Society Moneycard and kept this facility 
following the merger of the Leeds Permanent 
Building Society and Halifax Building Society. 
Moneycard is not available to new customters.

Halifax Guaranteed Reserve and Halifax 
Stepped Income Reserve accounts

Although we may offer different rates to  
future investors when they open a Halifax 
Guaranteed Reserve or a Halifax Stepped 
Income Reserve account, the rates which  
apply to your account will be fixed on the  
day we receive your investment.

Accounts held on trust

You cannot use any of the Halifax Liquid Gold, 
save4it, Halifax Children’s Regular Saver, Halifax 
Regular Saver and Halifax Guaranteed Reserve, 
accounts as club or charity accounts. Nor can 
you use any such account as a company, 
partnership or other kind of business account. 
We may refuse to open an account if you (as 
trustee) or your beneficiary is/are a company or 
other kind of business.

save4it

A child cannot hold more than one save4it 
account. However a trustee may open more 
than one account as long as these are opened 
for different children. A child may have a 
save4it account in that child’s own name and 
also be the beneficiary of a trust account 
opened for that child’s benefit.

The account cannot have a balance of more 
than £5,000. In working out this figure we will 
not include any capital or interest transferred 
from a Halifax Children’s Regular Saver account.

If your account was transferred from a former 
Bank of Scotland account which had more than 
£5,000 in it, you will not be able to add any 
more money into the account. However, if the 
balance of your account falls below £5,000, 
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you will be able to pay money into the account 
up to the balance on your former Bank of 
Scotland account on the date it was 
transferred to save4it.

If your account was transferred from a former 
Bank of Scotland Supersaver or Save Zone 
account, we will pay you interest on 31st 
January each year. If your account was 
transferred from any other Bank of Scotland 
account we will pay you interest on the interest 
payment date of your original account.

Halifax Liquid Gold — Matured TESSA

Our standard Halifax Liquid Gold account 
conditions apply to customers who formerly 
had a matured TESSA with us. 

Halifax Liquid Gold — Patients Savings 
Scheme

Our standard Halifax Liquid Gold account 
conditions apply to customers who formerly 
had a Leeds Permanent Building Society 
Patients’ Savings Scheme account. 

Halifax Regular Saver

If your account is opened and we receive the 
opening payment before 23rd July 2010 and you 
die before the end of the Regular Saver year, we 
will not automatically transfer the balance into 
your easy access savings account at the end of 
the Regular Saver year. Your personal 
representatives will be able to close your Regular 
Saver account without any loss of interest.

Halifax Children’s Regular Saver

If your account is opened and we receive the 
opening payment before 23rd July 2010 and 
you already have a Halifax Bonus Gold, a Halifax 
Liquid Gold, a Halifax Saver Reward or a Halifax 
60 Day Gold account held in the same name(s) 
as the Halifax Children’s Regular Saver account, 
we can transfer the balance and interest from 
the Halifax Children’s Regular Saver account to 
that nominated account instead of a save4it. 
However the account you want us to transfer to 
must be held in the same name(s) as the Halifax 
Children’s Regular Saver account.

If your account is opened and we receive the 
opening payment after 23rd July 2010 and you 
die before the end of the Regular Saver year, 
your personal representatives will be able to 
close your Regular Saver account without any 
loss of interest.

Closing accounts

Halifax Guaranteed Reserve and Halifax 
Stepped Income Reserve

Details for closing Halifax Guaranteed Reserve 
and Halifax Stepped Income Reserve accounts 
are included in the appropriate sections of this 
brochure. If your account is closed early then 
the amount of interest you lose for early 
closure is taken off any interest earned on the 
account which has not yet been paid. However, 
if there is not enough accrued interest 
(because you have recently received your 
annual interest payment or you receive interest 
monthly) then the interest we take off will be 
taken off the amount in your account. However, 
the closing payment (taken together with the 
interest you have already received) will not be 
less than the money you originally put in.

Withdrawals

You can withdraw up to £2,500 a day per 
account in cash from any of our branches , or 
£250,000 by banker’s draft, subject to the 
account conditions. If you need to withdraw 
more than these amounts, please tell your 
branch in advance as special arrangements 
may need to be made. You cannot withdraw 
any amount of less than £500 from your 
savings account by banker’s draft. 

You may not have more than five banker’s 
drafts in a day from your account and any 
other savings accounts you have with us.

If you have a Moneycard, you can use your 
card to withdraw up to £300 in cash a day out 
of your Halifax Liquid Gold account from a 
cash machine. For example, you can withdraw 
£50 from one cash machine in the morning 
and no more than £250 from any other cash 
machine the same day (as long as your account 
does not go overdrawn). In addition you 
cannot carry out any more than five 
transactions on your account in a day using a 
cash machine.

We want to make sure that you, and only you 
take money from your account. So before you 
withdraw a large amount at one of our 
branches we’ll ask for proof of your identity 
(ID). You can provide any of the following: 
DVLA driving licence, passport or credit/debit 
card (another one from Halifax, Bank of 
Scotland or from a different provider). Please 
remember to bring your ID with you. In most 
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cases this will be enough to prove who you are 
and help keep your money safe.

Post Office ® counters

Our savings customers can pay cash and 
cheques into their savings accounts at Post 
Office ® counters. You will need to provide 
your savings account number and sort code 
(not just your Halifax roll number), and you will 
need to register your account before you can 
use this service. You will not be able to 
withdraw any money, or check your balance.

Accounts no longer available to new 
customers

Halifax 60 Day Gold, Halifax Bonus Gold, 
Halifax Extra Income Saver, Halifax Monthly 
Saver, Halifax Instant Saver, Halifax Saver 
Reward, Halifax Premium Savings Direct  
and Halifax Treasurers’ accounts are no  
longer available to new customers. Halifax 
Guaranteed Reserve and Halifax Stepped 
Income Reserve accounts are also no longer 
available to new non-personal customers.  
If you hold one of these accounts and want  
a copy of your conditions please ask a 
member of staff in our branches.

Joint accounts

Provided we reached agreement with you about 
this prior to 13th June 2010, we will only accept 
the instructions or signatures of all of you (or a 
set number of you if more than two of you hold 
the joint account) for any transactions on your 
account. This will mean that you can only 
operate your account in one of our branches 
and not using our telephone or online services.

Cancellation under the Financial Services 
(Distance Marketing) Regulations 2004

You have 14 days starting from the day after 
your savings account agreement is concluded 
to give us written notice that you wish to cancel 
(unless you have opened a fixed rate fixed term 
account, other than fixed rate Halifax ISA Saver). 
Notice should be given in writing to: Halifax,  
PO Box 548, LEEDS LS1 1WU. (You must repay 
any monies owed and return any card (s)). If you 
do not exercise your right to cancel you may still 
close your account as set out in your account 
conditions. Whenever you cancel, we will repay 
any credit balance outstanding. There is no 
charge for cancellation under these regulations 
and we will pay interest on the account for the 
time your money was with us.

How we are regulated

We lend money and offer savings, insurance 
and other financial services to our customers.

We are authorised and regulated by the 
Financial Services Authority (“FSA”) for these 
services except lending, and licensed and 
regulated by the Office of Fair Trading (“OFT”), 
for lending services.

We are also a member of the British Bankers’ 
Association. Please see www.bba.org.uk to 
findout more.

Our OFT licence number is 593292. You can 
call the OFT on 020 7211 8608 to find out 
more. We subscribe to the Lending Code; 
copies of the Code can be obtained from 
www.lendingstandardsboard.org.uk.

Our FSA Register number is 169628. To find 
out more about us, see the FSA Register:  
www.fsa.gov.uk/register or call the FSA on 
0300 500 5000.

Our company details are Bank of Scotland plc.

Registered in Scotland No. SC327000. 
Registered office: The Mound,  
Edinburgh EH1 1YZ. 

To find out more about our companies, see the 
Registrar’s website, www.companieshouse.co.uk 
or call the Registrar on 0870 33 33 636.

Advertising

We are regulated by the Office of 
Communications (“Ofcom”). If you have a 
complaint, particularly in relation to our text 
messaging service, you may also be able  
to take it to Ofcom at Riverside House, 
2a Southwark Bridge Road, London SE1 9HA, 
www.ofcom.org.uk, telephone 020 7981 3040, 
textphone/fax 020 7981 3043.

We follow advertising codes regulated by the 
Advertising Standards Authority (“ASA”). If you 
would like to complain to the ASA about any of 
our advertising, you can do so through their 
website, www.asa.org.uk. If you would like to 
find out more about the advertising codes or the 
ASA, please see www.asa.org.uk, call the ASA 
on 020 7492 2222 (textphone 020 7242 8159),  
email them at enquiries@asa.org.uk, fax them on 
020 7242 3696 or write to the Advertising 
Standards Authority, Mid City Place, 71 High 
Holborn, London WC1V 6QT. 
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Other information

We will communicate with you in English. Our 
charges will include our delivery costs (if any) 
and any tax you have to pay through us. You 
may have to pay other taxes or costs, which 
you do not pay us or pay through us. The Post 
Office® and Post Office logo are registered 
trademarks of the Post Office Ltd. For more 
information visit us at www.halifax.co.uk or go 
to any Halifax branch. 

We will keep a copy of this agreement, which 
will be available from our website or on 
request. Please contact any Bank of Scotland 
branch if you’d like this in Braille, large print or 
on audio. You can contact us using RNID 
Typetalk on any of our telephone numbers. 
If you need to be called back and would like us 
to call you through RNID Typetalk, please tell 
us when you call.

All information given is correct at date of 
printing and may change under the account 
conditions. (March 2011).

General

Halifax is a division of Bank of Scotland plc.

Cashpoint® is a registered trademark of Lloyds 
TSB Bank plc.

The Post Office® and Post Office logo are 
registered trademarks of the Post Office Ltd.

AER stands for Annual Equivalent Rate and 
illustrates what the interest would be if interest 
was paid and compounded each year. The 
gross rate is the contractual rate of interest 
payable before the deduction of income tax at 
the rate specified by law. Net is the amount of 
interest which would be payable after allowing 
for the deduction of tax specified by law 
(currently 20%).

How to complain

Our promise 

If you do have a problem we’ll do our best to 
resolve it there and then. Where we can’t, we’ll 
ensure you have the name and contact details 
of the person or team dealing with your 
complaint. 

Tell us if there’s a problem 

If you have a complaint or just want to tell us 
about something we could do better, there are 
a number of ways you can let us know: 

Visit a branch: Pop into any of our branches 
and speak to a member of the branch team. 

By Telephone: Call our telephone 
banking service on 08457 25 35 19. 

By Textphone: If you have a hearing 
impairment, call us on 0845 300 2283.

By Post: write to us at Bank of Scotland, 
P.O. Box 548, Leeds LS1 1WL.

If you’re still not happy 

If you’re still unhappy and we can’t put things 
right to your satisfaction, you can ask the 
Financial Ombudsman Service to look at your 
complaint, provided you’ve tried to resolve the 
matter directly with us first. 

We hope you won’t need to contact the 
Financial Ombudsman Service but if you do, 
we’ll tell you how to do this.
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We are committed to meeting the 
needs of all our customers. If you 
have a hearing or speech impairment 
you can use Typetalk whenever you 
contact us or contact us using 
Textphone on 08457 323 436 (lines 
open 9am-5pm, 7 days a week). For 
visually impaired customers we can 
provide documents in large print, 
Braille or on audio cassette. Please 
speak to one of our colleagues.

General Bank of Scotland information 
We hope that this leaflet has been helpful. 
We can provide more detailed information 
and answer your questions about our 
products and services. Just call into any  
of our branches.

General Consumer information 
If you’d like more general information then 
the financial services watchdog — The 
Financial Services Authority — provides a 
range of free consumer booklets and 
factsheets and a Consumer Helpline.  
Visit their website at  
www.moneymadeclear.fsa.gov.uk 
or call 0300 500 5000.

The Financial Services Authority has a 
wealth of helpful information on a wide 
range of financial areas. However, it can 
only provide general information and 
cannot give specific advice or 
recommend any company’s products, 
investigate individual complaints or 
contact firms on behalf of individuals. 
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Additional needs.
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