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telephone 
banking 

The easy  
way to manage  
your TSB 
accounts.
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Our service promise
At TSB our priority is to provide you with the highest level of customer service. 
However, if you have a problem, please let us know so we can aim to provide a solution as 
quickly as possible. If you need information about our complaints procedure, please ask 
us for a copy of our brochure ‘How to Complain’. Our complaints procedure is also on 
our website: tsb.co.uk/help/complaints
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We believe in making more time for the little things that make 
you happy. So we’ve made managing your TSB personal accounts 
quick and easy, with a single telephone number. Telephone 
Banking is available on 03459 758 758 - 24 hours a day, 7 days  
a week.* 

What you can do
If you have a 6-digit security number, you’ll be able to complete 
most of your everyday banking with our easy-to-use automated 
service. If you don’t have a security number, please speak to an 
advisor and they’ll send you one.

To keep your account safe, we’ll never ask you for your security 
number in full or call or email you for this information.

With Telephone Banking you can:

• access all your accounts

• check your balance(s) and recent transactions

• transfer money†

• pay your bills†

• hear the details of your Direct Debits or standing orders

• cancel your Direct Debits or standing orders

• change your address

• order current or recent bank statements

• book an appointment at a branch of your choice.

If you choose to talk to one of our advisors, they’ll ask for a 
quick summary of why you’re calling – this helps us transfer you 
to the right person. 

Getting started.

*  Not all Telephone Banking services are available 24 hours a day, 7 days a week.  
Please speak to an advisor for more information.

†  To pay a bill or transfer money to another bank for the first time, you’ll need to set 
the payment up with an advisor.
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Available 
services.
Here is a complete list of all the services available.  
Just press # to hear this list when you call.

Service Press

Balance 1

Recent transactions 2

Transfer money 3

Pay a bill 4

Direct Debits 5

Standing orders 6

Switch to another account 7

Other self-service options (see below) 8

Other self-service options Press

Search for a transaction 1

Change your security number 2

Replacement cards or PIN numbers 3

Order statement 4

Order a cheque book 5

Order a paying-in book 6

Use your card abroad 7

To repeat this list *

Return to the previous menu #
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What you’ll need 
when you call.
When you call us it’s helpful to have your 8-digit account number, 
6-digit sort code and your security number to hand. You’ll find 
your account number and sort code on your TSB Debit Card.

How it works
Just follow these simple steps. Call 03459 758 758

• You’ll be asked to enter your 8-digit account number and 
6-digit sort code, or the 16-digit card number. These can be 
found on your debit card.

• If you enter a joint account number, you’ll also be asked to 
enter your date of birth. Key this in using a 6-digit format  
(e.g. 240385).

• Then you’ll be asked to confirm your identity.

• You’re ready to go.

You can:

• Hear your account balance(s).

• Listen to your recent transactions.

• Or just tell us what you want to do in your own words.
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Here’s what  
you can do.

1   Account balance(s)
  Hear the balance on the account you entered at the start of the 

call. If you want the balance on any of your other accounts just 
say “Balance” or choose option 1 at the menu. You’ll then be 
asked to choose the account.

2   Recent transactions
To hear a list of your most recent transactions just say “Recent 
transactions” or choose option 2 at the menu. You’ll hear a list 
of your most recent transactions in groups of five, with options 
to hear more. Our automated service gives transactions in the 
following order:

• Date
• Transaction type (Debit, Credit etc)
• Amount

If you have used your Internet Banking memorable information, 
security number or password you’ll also be told who the payment 
was to/from (for example, Tesco, BT, Sky).

3   Or tell us what you’d like to do
Just tell the automated service, in your own words, what you’d 
like to do. 

Below are a few examples:

• Transfer money
• Pay my gas bill
• Cancel a Direct Debit
• Make an appointment
• Order a new PIN for my credit card
• Talk to someone
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Other things  
you can do.
Transfer money
To transfer money just say “Transfer money”.

• When you select this option, the automated service will ask if 
you want to transfer to one of your own accounts.

• You’ll be asked to confirm the account you want to transfer 
the money from.

• Then enter the amount in pounds and pence.

• The automated service will then confirm the amount 
to transfer.

 – If it’s right, just confirm it. If it’s wrong, you can change it.

• You’ll then be asked where you’d like to transfer the money.

 – If it’s to one of your own accounts you’ll be asked to 
choose which account.

 – If it’s to someone else’s account, you’ll be asked to enter 
their 6-digit sort code and 8-digit account number.

 – If this is the first time you’ve requested this transfer, you’ll 
need to talk to an advisor who’ll set up the transfer for 
you. After that you’ll be able to transfer the money using 
the automated service.

• Once you’ve chosen the account, you’ll be asked to confirm 
all the details.

 – Again, if it’s right, just confirm it. If it’s wrong, you can 
change it.

• If it’s all correct, your money will be transferred and you’ll 
be given your updated account balance(s).
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Pay bills
To pay a bill just say “Pay a bill” or “Bill payment”.

• If you’ve paid the bill before, just follow the steps below. If this 
is the first time, you’ll need to talk to an advisor who’ll set up the 
payment for you. After that you’ll be able to pay it yourself using 
the steps below.

 – You’ll be asked to confirm the account you want to pay the 
bill from.

• The automated service will read out the name (for example, 
Next, British Gas, Tesco) so you can choose the right payment.

• Then enter the amount in pounds and pence.

• The automated service will then confirm the amount to pay.

 – If it’s right, just confirm it. If it’s wrong, you can change it.

• You’ll then be asked when you’d like the bill to be paid.

 – You can pay the bill immediately or enter the date you’d like it 
paid within 30 days.

• You’ll then be asked to confirm all the details.

 – Again, if it’s right, just confirm it. If it’s wrong, you can  
change it.

• If it’s all correct, your bill will be paid as you asked us and 
if the bill was paid immediately you’ll be given your updated 
account balance. 

Direct Debits or standing orders
• Say “Direct Debit” or “Standing order”.

• You can enquire about or cancel Direct Debits in the 
automated service.

• You can enquire about, cancel or amend the date and amount of 
a standing order in the automated service.

• The automated service will read out a list of your Direct Debits 
and standing orders in groups of five at a time. It will give you 
the name and an option to select it (for example, for DW Fitness 
Club press 1, for Tesco press 2).
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• The automated service will ask you if you would like to hear 
more details. Once selected, it will read out the reference 
number, the amount and when it was last paid.

If you have more than 25 Direct Debits or standing orders on 
your account, the automated service will offer to transfer you 
to an advisor who’ll be able to help you. If this happens it may 
be worth reviewing all your Direct Debits and standing orders 
and deleting any that you don’t use anymore.

Most common 
instructions.

Some top tips on using our automated service. 

Speak
• Speak at a steady pace, without shouting or leaving a long 

gap between words.

• Try to make your call from a quiet place.

• Avoid using the speaker function on your phone. 

Keypad

• Make sure you’re using a touch tone phone.

• Don’t hold the buttons down for too long.

Speak Press

Yes 1

No 2
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Telephone Banking  
Terms and Conditions.
1.  Telephone Banking Service
1.1  In these conditions ‘you’ are the 

customer who has registered for the 
Telephone Banking Service ‘the Service’ 
and ‘we’ are TSB Bank plc.

1.2  If you have registered for the Service, 
you can call us to find out information 
about your personal accounts and, 
for some personal accounts, give 
us instructions, including payment 
instructions, in accordance with the 
terms and conditions that apply to 
your account. We will try and carry 
out instructions immediately. Some 
instructions can only be processed in 
normal banking hours, even though 
the Service can be accessed outside 
those hours.

1.3   You can usually use the Service at all 
times but occasionally repairs, updates 
and routine maintenance on our 
systems and those of our suppliers may 
mean that a particular service cannot 
be used for a short time.

2.  Security
2.1    When we contact you, or you contact 

us, we need to check your identity 
before you can give us instructions or 
we can disclose or discuss confidential 
information about your accounts. To do 
this you must complete a security 
procedure we have agreed with you 
personally. The security procedure 
includes the use of a Security Number 
or Password (your “Security Details”).

2.2    As long as we have confirmed your 
identity by completing the agreed 
security procedure, we will assume that 
we are dealing with you and that you 

have agreed to us disclosing information 
and acting on any instructions, without 
getting further confirmation from you.

2.3  You must:
  (a) follow instructions we give you, which 

we reasonably consider are needed to 
protect you and us from unauthorised 
access to your accounts;

   (b) not let anyone else use your Security 
Details, not even someone sharing a 
joint account with you as he or she will 
have his or her own;

 (c) keep your Security Details secure;
  (d) do all you reasonably can to make 

sure no one finds out your Security 
Details, for example by not:

  (i) choosing any obvious Security 
Details, such as your date of birth, as 
part of your security procedure; 
(ii) writing your Security Details on 
documentation that relates to your 
account;

  (iii) writing down your Security Details 
in a way that is recognisable; or

  (iv) letting anyone listen in to your calls  
with us.

2.4  You must tell us as soon as you can (by 
calling the Telephone Banking Service) 
if you:

   (a) think that your Security Details are 
being misused;

   (b) think someone may be accessing 
your accounts without your authority; 
or

  (c) think that someone has discovered 
your Security Details.

2.5    We will do all we reasonably can do 
to prevent unauthorised access to 
your accounts and to make sure they 
are secure.
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2.6    We may suspend or stop your use of 
the Service if we reasonably consider it 
necessary for reasons relating to:

 (a) the security of your account;
 (b) the security procedure; or
  (c) suspected unauthorised or 

fraudulent use of your Security Details 
or the Service.

2.7   Where possible we will contact you 
before suspending or stopping your 
use of the Service to tell you that we 
are doing so and explain the reasons 
for this.

2.8   We may listen into or record any phone 
calls with you to check we have carried 
out your instructions correctly, to help 
improve our service, check that we 
comply with our regulatory obligations, 
and to help detect or prevent fraud 
or other crimes. We intend to keep 
recordings for at least five years to 
help us resolve any disagreements.

2.9   We may change or withdraw the Service 
or introduce or change charges for the 
Service. We will give you at least two 
months’ advance personal notice before 
making this kind of change.

2.10   You may terminate your use 
of the Service at any time and 
without explanation.

3.  Liability
3.1   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).

3.2  Your liability for unauthorised payments 
out of your account made using the 
Service will be limited in the same 
way as for any unauthorised payment 
made from that account (you can find 
more details in the account terms 
and conditions).

4.  General
4.1   You may contact us about this Service 

at any time by writing to Telephone 
Banking, TSB Bank PLC, Ariel House, 
2138 Coventry Road, Sheldon, 
Birmingham, B26 3JW, TNT 05, or 
calling us on 03459 758 758.

4.2    These conditions are in addition to 
those for the account or service you 
are accessing through the Service. 
If there is any conflict, these conditions 
override any others.

4.3  These conditions will apply to all existing 
accounts in your name, and any opened 
in future.

4.4   English law governs this agreement 
unless we are providing the Service 
for an account under an agreement 
governed by Scottish law.

4.5  This contract is in English.
4.6   There may be other costs or taxes 

imposed by third parties in connection 
with this Service.
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Other ways  
we can help.
For everything from current accounts 
and loans, to mortgages and savings, we’re 
here to help. 

Go to tsb.co.uk  
or visit your local branch.

Call 03459 758 758 
Call from abroad +44 203 284 1575 

If you’d like this in another format such as large print, 
Braille or audio please ask in branch or call us on 
03459 758 758 (lines are open from 8am to 8pm,  
7 days a week).
If you have a hearing or speech impairment you can contact us 
using Text Relay or Textphone on 0345 835 7982 (lines open 
from 7am to 11pm, 7 days a week). 

Important information
The opening hours of our Telephone Banking advisor services are 8am to 8pm Monday to 
Sundays to speak to a Partner. Our lost and stolen card and fraud reporting lines are open 
24/7. Not all Telephone Banking services are available 24 hours, 7 days a week. Calls may be 
monitored or recorded. 

If you need to call us from abroad, or prefer not to use our 0345 number, you can also call us  
on +44 203 284 1575.

TSB Bank plc Registered Office: Henry Duncan House, 120 George Street, Edinburgh EH2 
4LH. Registered in Scotland No. SC95237. Authorised by the Prudential Regulation Authority 
and regulated by the Financial Conduct Authority and the Prudential Regulation Authority 
(Registration No 191240).

TSB Bank plc is covered by the Financial Services Compensation Scheme and the Financial 
Ombudsman Service.

Information correct as at January 2021 
TSB14360 (01/21)


