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Agreement.
Essential information. That’s surprisingly easy to click through.
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Here are your terms 
and conditions.
Here’s all you need to know about our 
agreement with you for using Internet Banking, 
Mobile Banking (using your device’s internet 
browser), Mobile Banking App and our online 
chat service. 

So we don’t have to keep saying ‘Internet Banking, 
Mobile Banking, the Mobile Banking App and our 
online chat service’ every time, let’s just call them 
‘your services’. 

What other terms 
and conditions do 
you need to read? 
These terms and conditions apply in addition 
to the terms and conditions for your specific 
TSB accounts from time to time. 

For current and savings accounts, this means 
your Personal Banking Terms and Conditions, 
the Banking Charges Guide and any product 
conditions we gave you when you opened your 
account. For Credit Cards, this means your 
Credit Card Agreement. For Personal Loans, this 
means your Loan Agreement. 

The terms and conditions for each account 
you have with us still apply. They tell you things 
like how you can make payments, and what 
happens if anything goes wrong. If there are any 
inconsistencies, the terms and conditions for your 
account apply. 

01
Terms and 
Conditions 
for Internet 

Banking, 
Mobile 

Banking and 
the Mobile 

Banking App
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How to access 
your services.
When you register for any of your services 
you’ll use a combination of your security details 
to access them. 

What are your 
security details?
Security details are any processes or security 
procedures we ask you to follow or use 
from time to time to access your services. 
For example, things like passwords or 
codes (such as One Time Passwords we 
send to your mobile phone or UK landline), 
memorable information, fingerprints or other 
distinctive personal characteristics to confirm 
your identity. 

02
How your 

services work

Stay safe with clever ways to keep your 
access secure – See section 4.
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What can affect your 
use of your services?
•  Your browser or device: Technology is 

always changing and the web browsers, 
operating systems and devices we support 
may change over time. That could mean some 
of your services may no longer be offered or 
accessible, or they may not work properly. 
Find out more about devices we don’t support 
by visiting the app store for your device from 
tsb.co.uk/help/mobile-banking

•  Maintenance and updates: You may not 
be able to use all your services all the time. 
And access could be a bit slow for a while 
if we’re running repairs, updating or doing 
routine maintenance. 

What else can affect 
your use of the 
services if you’re 
using the Mobile 
Banking App?
•  Internet Banking registration: You can 

download the Mobile Banking App without 
registering for Internet Banking, but you won’t 

be able to log in to your accounts. To register, 
go to tsb.co.uk/register, pop into branch or 
call us on 03458 353 844.

•  Privacy settings: Some functions need to 
access information on your device to work. 
Using the Mobile Banking App means you 
agree to this. You can change how the Mobile 
Banking App accesses your device and 
information in the privacy settings on your iOS 
device, or by uninstalling the Mobile Banking 
App in Android. 

•  Location services: If you want to use the 
branch locator, please turn your device’s 
‘location services’ on. This lets us tell you 
where your nearest branch is. You can stop 
this at any time by turning the location services 
settings off on your device (Android) or in the 
Mobile App (iOS). 

The Mobile Banking App belongs to us. 
When you download it we give you permission 
to use it, but we need you to accept our 
Mobile Banking App Licence conditions. 
You’ll find these on page 18.
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Using your 
services abroad.
Your services are designed for use in the 
UK. You might still be able to use them 
elsewhere, but you may not always be able to 
get access so please take this into account 
when travelling.

If you need to get in touch with us when you’re 
abroad, you can call us on +44 (0) 20 3284 1577.

You’re also responsible for checking if you 
are allowed to access the services in that 
country. We advise checking local laws when 
travelling abroad – for example you could ask 
the consulate. You’ll be responsible if you break 
foreign law, and for any loss caused as a result.

When we can 
stop or limit the 
use of your services.
We can say no to registering you, or we 
can stop or limit access to any or all of your 
services for any of these reasons: 

•  we think your online account security is at risk. 
We use software and things like cookies to 
detect fraud, viruses or bad software on the 
device or computer you’re using. You can find 
out how we use cookies at tsb.co.uk/cookies

•  we suspect someone is using your services or 
security details without your permission, or to 
commit fraud 

•  you haven’t used your services for 12 months 
or more 

•  you use a device we don’t recognise. If this 
happens we may ask you to go through extra 
security checks to make sure it’s you 

•  you use offensive, abusive or threatening 
language when using the chat service

•  you provide misleading or false information for 
fraudulent purposes when using the services

•  you seriously and regularly break these terms 
and conditions 

•  there’s another reason beyond our reasonable 
control, for example systems failure.

If we can, we’ll contact you before stopping or 
limiting your access. For example, we might 
display a message the next time you log in asking 
you to contact us. But if there’s a security or legal 
reason for stopping your access we might not be 
able to let you know in advance. 

http://tsb.co.uk/cookies
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Changing how your services work.
We can change how your services work at any time. For example, we might introduce, improve or remove 
features. The table explains how we’ll let you know about any changes. 

Type of change We’ll tell you
We’re significantly changing how things work Next time you use any of your services.

We’re taking away functionality and we think it 
could be an issue for you

Usually 30 days before the change.

We’re making changes that won’t have a big 
impact on how you use your services

We probably won’t tell you.

Mobile Banking App updates Sometimes these happen automatically. But there will be some 
updates that you will need to check for and download from the 
App Store or Google Play.

At times, you might not be able to use the Mobile Banking App 
until you’ve downloaded an update.

Our Mobile Banking App may not work with older versions of 
your device’s operating system after an update. Find out more 
about devices we don’t support by visiting the app store for your 
device from tsb.co.uk/help/mobile-banking

Urgent security related updates We can make these at any time without telling you in advance.

http://tsb.co.uk/help/mobile-banking
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Information we need 
from you and how 
we’ll get in touch.
When you register for Internet Banking, we’ll 
ask you for a phone number. This is so we 
can get in touch if we need to check that it’s 
you trying to log in to the services or making 
transactions. We’ll also get in touch if we need 
to check with you about anything happening on 
your accounts. 

Don’t forget to keep this number up to date and 
let us know if it changes.

If you do change your phone number you can let 
us know by:

•  updating it in the ‘Change Details’ section of 
Internet Banking 

•  updating it in the ‘Your Personal Details’ 
section of the Mobile Banking App (if you’ve 
downloaded it)

• calling us on 03458 353 844.

If you don’t keep your contact details up to date 
you may not be able to log in to Internet Banking, 
Mobile Banking or the Mobile Banking App.

Once you’ve registered for your services, 
we might get in touch with you by text, push 
notifications or email. So it’s important to keep 
your email address up to date too.

It’s important that you keep your 
contact details up to date.



9

We understand that sometimes you need help 
with your account(s). Our online chat service is 
a chat bot which can help you find information, 
ask us to make changes to your account 
and do things like query a transaction you 
don’t recognise.

Using the online 
chat service.
We may make the online chat service available 
in the Mobile Banking App and/or Internet 
Banking. When the chat service is available 
you will see the chat service icon or ‘chat to us’ 
button. It’s simple to use, just ask a question or 
tell us what you would like to do. 

When using the chat service, remember: 

•  please give us accurate and up to date 
information so we can help you quickly

•  please only give us information about you 
and your accounts, and not information about 
anyone else

•  sometimes we’ll need to ask you extra security 
questions to check it’s really you asking us to 
do something

•  to let us know straight away if you think 
someone else has been using the chat service 
while you’re logged in

•  we’ll store the chat history so we can both see 
it but will regularly review and archive some or 
all of it

•  if you’ve asked us to do something, please 
check your account to make sure your 
instruction has been carried out. Let us know 
as soon as possible if you think it hasn’t

•  there may be times when you’re using the 
chat service that we can’t help you. When this 
happens we’ll try to tell you in the chat service, 
but this may not always be possible

•  only access (or attempt to access) the chat 
service using Internet Banking or the Mobile 
Banking App, and don’t do anything to 
interfere with or disrupt the chat service. 

03
How to use 

our online 
chat service 
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Changing and 
improving the 
chat service.
We’ll use chat histories to help us better 
understand what you would like our chat 
service to be able to do. We may change or 
improve our chat service at any time, and we 
won’t tell you about these changes first. 

Stopping using the 
chat service.
You can stop using the online chat service at 
any time without telling us. 
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Online security is a 
team effort. 
We take your security very seriously. We have 
our own secure systems to help us do this. But 
by working together we can use your security 
details to keep your personal information and 
your money safe. 

When registering for your services, we’ll ask you 
to enter your full security details. 

We’ll never ask you to move money or for any 
of your security details through the chat service, 
by email, text messages, social media, over the 
phone or in branch. If you’re ever asked to move 
money or for any of your security details in this 
way, don’t agree to do this or give them out. 

You must keep your security details safe at all 
times. Here are some really useful tips on how 
to do it.

What you should do: 
•  choose security details that are unlikely to be 

recognised or guessed 

•  choose unique security details and don’t use 
them for anything else 

•  store your security details in a safe location 

•  be careful no one hears or sees you using your 
security details 

•  make sure you log off each time you finish 
using any of your services, including after using 
the online chat service 

•  install Mobile Banking App and internet 
browser updates as soon as they’re available. 
To see if you’re using the latest Mobile Banking 
App version just check for updates in the App 
Store or Google Play 

•  install anti-virus, anti-malware and firewall 
software and keep it updated. Find out more 
about anti-virus software by clicking on 
‘Keeping safe’ at tsb.co.uk/fraud-prevention-
centre/what-can-you-do

•  fraudsters can use open Wi-Fi connections 
to spy on information you send and receive 
through your services and to access your 
details. To stop them, make sure you only 
use secure or encrypted Wi-Fi. If you use 
public Wi-Fi make sure it’s provided by a 
trusted source.

04
Staying 

safe on the 
internet



12

04
 –

 S
ta

yi
ng

 s
af

e 
on

 th
e 

in
te

rn
et

What you 
shouldn’t do: 
•  don’t let anyone know your security details

•  don’t save all your security details in software 
that automatically stores it. For example 
‘remember me’ features 

•  don’t allow anyone else to use the services on 
your behalf 

•  don’t let anyone else set up biometric security 
details on your device, like a fingerprint 

•  don’t leave your computer or device 
unattended while logged in to your services 

•  don’t change or copy our software or give it to 
another person 

•  don’t use any device that’s been modified to 
let it run unofficial software. This is sometimes 
known as rooting or jailbreaking. 

It’s important that you take your security as 
seriously as we do, otherwise you could be 
responsible for any losses under your specific 
TSB account terms and conditions.

Call us as soon as you can if: 
•  your computer or device is lost or stolen 

•  you think someone knows any of your security 
details 

•  you’ve given out your security details to 
someone you shouldn’t have. 

If any of these things happen you should call us 
on 03458 353 844, and change your security 
details through Internet Banking or the Mobile 
Banking App. 

If you receive a suspicious email, don’t respond. 
Forward it to emailscams@tsb.co.uk 

If you forget your security details you can reset 
them through Internet Banking or via the Mobile 
Banking App.
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05
Changes 

to your 
terms and 
conditions 

Why we might 
change your terms 
and conditions.
We can make changes for a number of reasons. 
For example: 

•  to make improvements which benefit you 

•  to make sure we’re following changes in law, 
regulation, industry codes or guidance (known 
as our ‘regulatory requirements’) 

•  because of changes to the technology we use, 
good banking practice or changes in what our 
customers want 

•  to introduce a charge for all or part of 
your services. 

It’s very difficult for us to predict all the reasons 
that we might need to make a change. If we 
do have to make a change for a reason not set 
out in these terms and conditions, we’ll always 
tell you beforehand unless the change is to 
your advantage in which case we may make 
the change and tell you about it as soon as we 
can. We may tell you in Internet Banking, in-App 
messaging or by email.
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Type of change Will we tell you first? How we’ll tell you
If a change won’t affect you, 
or if it benefits you 

No. We’ll make the change 
and tell you about it as soon 
as we can.

We’ll let you know in Internet 
Banking or in-App messaging 
or by email if we have 
your address.

If a change affects you and 
could be an issue

We’ll tell you at least 30 
days before the change. 
In exceptional circumstances, 
if it’s not possible to tell you 
in advance, we’ll make the 
change and tell you about it 
as soon as we can. 

We’ll let you know in 
Internet Banking or in-App 
messaging, or by email 
if we have your address. 
It’s important to let us know 
if you’ve changed your 
email address.

Our security requirements 
for your services change as 
new technology develops

We’ll tell you in advance or 
next time you log in.

We’ll let you know in 
Internet Banking or in-App 
messaging, or by email if we 
have your email address. 

If you aren’t happy with a change we’ve made you can stop using your services at any time 
without charge. 

How we’ll let you know about changes. 
05

 –
 C

ha
ng

es
 to

 y
ou

r t
er

m
s 

an
d 

co
nd

iti
on

s 



15

06
Ending the 
agreement 

for your 
services

Reason How you can let us know
You can cancel this agreement at any 
time without giving us a reason

To de-register you can:
• call us on 03458 353 844
• tell us in branch
•  write to us at TSB Bank plc, Ariel House, 

2138 Coventry Road, Sheldon, 
Birmingham B26 3JW.

How you can end this agreement.

How we can end this agreement.

Reason When will 
we tell you?

When will 
it end?

You seriously or regularly 
break these terms 
and conditions

We’ll automatically stop you 
using your services.

Immediately.

You cancel your Internet 
Banking registration

We won’t tell you. Immediately.

Anything else At least 30 days in advance. At the end of the 30 days you 
won’t have access to your 
services.

When this agreement ends, you’ll no longer have access to your services.
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07
The legal bits

What language will 
we use when we 
contact you?
We’ll communicate with you in English.

Which law applies 
to these terms and 
conditions?
English law will decide questions about these 
terms and conditions. The courts of England 
and Wales will be able to deal with any claim 
that you have about them. 

However if you live in Scotland, Scottish law 
applies. Scottish courts will be able to deal 
with any claim you have about these terms 
and conditions. If you live in Northern Ireland, 
Northern Irish law applies. Northern Irish courts 
will be able to deal with any claims you have 
about these terms and conditions. 

Our responsibilities 
to you.
If we break these terms and conditions, we’re 
responsible for anything you lose as a result. 
But there are some exceptions to this: 

•  we’re not responsible for losses caused by 
some unusual or unforeseeable things outside 
our control. These might be things like outages 
on any phone network or browsers 

•  we’re not responsible for losses caused (a) 
during periods of maintenance or where there’s 
a disruption to your services or (b) if you try to 
do something using our chat service that our 
chat service can’t help with. This is because 
you should be able to give us instructions in 
other ways, like calling us or popping into one 
of our branches

•  we’re not responsible for losses caused if a 
regulatory or legal requirement means we need 
to break these terms and conditions 

•  we’re not responsible for any losses you suffer 
because you’re in a country where using our 
services is against the law 

•  we’re not responsible for any business losses 
or costs you suffer.

We’re also always responsible if we act fraudulently.
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Will we always do 
what we say we’ll do 
under these terms 
and conditions?
We’ll certainly always try to, but there may be 
times where we aren’t able to do all the things we 
say we’ll do under these terms and conditions. 
If we do this, it will be temporary and we’re still 
allowed to do all the things we said we can or 
would do under this agreement in the future. 

Third party rights.
A person who isn’t a party to these terms and 
conditions doesn’t have any right to enforce them. 

Other costs 
and taxes.
You might be charged other costs or taxes by 
third parties for using your services. For example, 
your mobile phone network provider may charge 
you for using data. 

How will we use 
your information?
You can find out about how we collect and use 
your information in our Data Privacy Notice, at 
tsb.co.uk/privacy 

You can also ask for a copy in branch or by 
phoning us. 
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What you need to 
know about the 
Mobile Banking App.
We own the content of the Mobile Banking 
App software. This includes any updates we 
make in the future. It’s protected by copyright, 
trademarks, database and other intellectual 
property rights. 

When you download the Mobile Banking App, 
we automatically give you the right to use it. 
We call this a ‘non-exclusive Licence’. Using the 
Licence means you agree that: 

•  you’ll only use the Mobile Banking App for your 
personal use to access your TSB accounts 

•  you won’t use the Mobile Banking App or the 
chat service for fraudulent purposes

•  you won’t give any rights in the Mobile Banking 
App to any other person 

•  you won’t copy, modify or try to obtain any or 
all of the software which makes the Mobile 
Banking App work 

•  you won’t try to gain unauthorised access 
to any part of your services, and you won’t 
interfere with anyone else’s access to Internet 
Banking and/or the Mobile Banking App 

•  you’ll only use the Mobile Banking App on 
a mobile device belonging to you or under 
your control.

When will we cancel 
the Mobile Banking 
App Licence?
We’ll automatically cancel the Mobile Banking 
App Licence for the device you’ve registered to 
use the Mobile Banking App if you: 

•  cancel your Internet Banking registration

• uninstall the Mobile Banking App

•  break any of these Licence conditions.

08
Mobile 

Banking 
App Licence 

conditions
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If you’re unhappy, 
we want to know.
If you feel that we’ve made a mistake or haven’t 
met your expectations, please let us know. We 
want to put things right for you and make sure we 
don’t repeat any mistakes in the future. 

We will try to sort out your complaint as soon as 
we can. 

How can you tell us 
about a complaint?
You can tell us by:

•  using our online complaint form, which you 
can find at tsb.co.uk/help/complaint-form

•  using the online chat service on our website or 
in the Mobile Banking App, choose ‘Make a 
Complaint’ in the chat 

•  visiting a branch

•  calling us on 03459 758 758

•  writing to us at TSB Bank plc, Customer 
Services, PO Box 373, Leeds, LS14 9GQ.

What should 
you do if you still 
aren’t happy?
If you’re unhappy with our final response to your 
complaint you may be able to ask the Financial 
Ombudsman Service to look at it. 

Their address is financial-ombudsman.org.uk 
and they will only look at your complaint once 
you’ve tried to resolve it with us.

Until the UK leaves the EU you may also be able 
to use the online dispute resolution platform at 
ec.europa.eu/odr

09
How you 

can make a 
complaint

http://tsb.co.uk/help/complaint-form
http://financial-ombudsman.org.uk
http://ec.europa.eu/odr 


Your Terms and Conditions 
for Paperless.
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01
Terms and 
Conditions 

for Paperless

Terms and 
Conditions for 
Paperless 
Statements and 
Correspondence.
Once you’re registered for Paperless Statements 
and/or Correspondence (letters) it means you 
agree we can send your documents to your Digital 
Inbox instead of by post. We’ll stop sending paper 
statements or correspondence for the registered 
accounts by post until you ask us to start sending 
them again. However, we will still send some 
important letters by post. For example, documents 
for you to sign, where we need you to give us a 
reply and if it wouldn’t be appropriate to send online. 

You can view your documents online at any time by 
logging in to your Mobile Banking App or Internet 
Banking and clicking on ‘Your Inbox’ on the top 
right hand side. This is your Digital Inbox. We won’t 
change or delete any of your paperless statements 
or correspondence for as long as you have your 
account. You can search to view and print them off 
whenever needed. 

You should read these terms and conditions 
together with the terms and conditions of 
your accounts. 

How do I know I’ve 
been sent a new 
statement or piece 
of paperless 
correspondence?
You’ll need to log in to your Mobile Banking App 
or Internet Banking regularly and check your 
Digital Inbox. We’ll also email you when we send 
something new, so it’s important to let us know if 
you change your email address. 
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Paperless 
statements.
Once your account is registered for paperless 
statements, all the statements we send you will 
appear in your Digital Inbox. 

Personal current accounts and savings accounts

Your personal current account and savings 
account statements will be available online when 
you view your account in Internet Banking or on 
your Mobile Banking App. They’ll be available as 
PDF files which you can view and print. 

Personal loan

You’ll find your loan statements under the ‘Annual 
Statements’ tab when you view your account in 
Internet Banking or on your Mobile Banking App. 
They’ll be available as PDF files which you can 
view and print. 

Credit card accounts

Your credit card statements will be available to 
view and print as PDF files.

Once you’re registered for paperless statements, 
you also agree to get other documents we 
normally send as part of your paper statements 
electronically. For example, changes to your 
terms and conditions, Notices of Default 
Sums, Notices of Sums in Arrears and Annual 
Statements. Get in touch if you’re unsure what 
any of these types of letters are and whether they 
impact you. 
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Paperless 
correspondence.
Once your account is registered for paperless 
correspondence, items we send you will appear 
in your Digital Inbox. You may also get some 
general correspondence online via Internet 
Banking or your Mobile Banking App.

Your correspondence will be available to 
view as PDF files. You can store and view 
correspondence online until your account 
is closed. 

Personal current 
account and 
savings account.
Once an account is registered for paperless 
correspondence, you agree we can send 
documents to your Digital Inbox. 

These can include: 

•  changes to the terms and conditions of 
your account

•  pre-notifications of charges, annual interest and 
product summaries

•  any overdraft agreement and other letters 
about an overdraft on your current account.

Personal loan 
account.
Once your loan account is registered for 
paperless correspondence, you agree we can 
send documents to your Digital Inbox. 

These can include: 

•  Personal Loan Notices of Default Sums (to let 
you know you have missed a payment and may 
incur a charge)

•  Personal Loan Notices of Sums in Arrears (to 
let you know you are behind on your payments)

•  changes to the terms and conditions of your 
loan account

•  other letters about your loan account.
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Personal 
current 
account

Savings 
account

Personal 
loan Credit card

Can I get a paper copy of my 
statement online?

You can either print your statement or order a paper statement by visiting ‘your 
account’ in Internet Banking and selecting ‘Order paper statement’.

Can I get a paper copy of my 
correspondence online?

Yes, simply open the PDF document in your Digital Inbox 
on Internet Banking and select Print.

n/a

Can I get paper copies by phone 
and in branch?

Yes, you can request a paper copy of any statement or correspondence by calling us 
or popping into a branch. 

Is there a charge for paper 
statements by phone or in branch?

There’s a charge if you ask for a 
copy of a statement you’ve already 
received. Our Banking Charges 
Guide will tell you how much.

No charge. There’s a charge 
for paper copies of 
statements which aren’t 
current. Your credit 
card agreement has 
more details.

How do I get a paper copy of something online? 
Will I be charged for it?
Remember you can always download, save and print important documents for your records.
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What happens if 
I don’t view my 
online statement or 
correspondence?
If you don’t view your statements or 
correspondence for three months, we’ll email you 
to remind you to log in and check your Digital 
Inbox. We’ll then email you every three months 
if you haven’t viewed all the documents in your 
Digital Inbox. We’ll do this even if you’ve viewed 
your accounts on a mobile device or through the 
TSB Mobile Banking App. 

If you remove your email address from our 
records, we’ll send you a reminder letter instead.

What happens 
if I change my 
personal current 
account type?
You’ll carry on receiving paperless statements 
and/or correspondence if you change your 
account type. 
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How do paperless 
statements and 
correspondence 
work for joint 
account customers?
Personal current accounts or savings accounts

Before you ask us to send you paperless 
statements and/or correspondence, you must 
make sure any joint account holder agrees you 
can do this. If one account holder is registered 
for paperless statements or correspondence, 
we’ll stop sending paper copies to all the joint 
account holders.

We’ll also write to the other account holder(s) to 
tell them about the change.

If paperless correspondence is switched on, 
you may also get general correspondence, 
online via Internet Banking or your Mobile 
Banking App. But this won’t apply to any joint 
account holder who isn’t registered for paperless 
correspondence. They will continue to get 
general correspondence on paper. 

If the account holder who is registered for 
paperless statements or correspondence leaves 
the account, we’ll start sending paper statements 
to the other account holder(s). 

Personal loans

Joint personal loan customers can’t opt out of 
paper statements and correspondence.

What happens if I 
close an account?
Statements

If you want to close an account you receive 
paperless statements for, please download or 
print copies for your records first. It’s important 
because you can’t view your statements online 
once the account is closed. 

If you close your credit card and pay down the 
balance, you can view statements online until 
there is nothing outstanding. 

Personal current account, savings account and 
personal loan correspondence

You can view paperless correspondence for your 
account after the account is closed so long as 
you’re still a TSB customer and keep accessing 
Internet Banking or your Mobile Banking App. 
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Switching 
back to paper 
statements and 
correspondence.
You can ask us to start sending paper statements 
again at any time. Just log in to Internet Banking 
and go to the ‘Manage online and paper 
preferences’ page. You can then opt-in or opt-out 
for statements and correspondence for each of 
your accounts. If you prefer, you can also do this 
by phone or in branch. 

You’ll then get paper statements as regularly as 
you did before you went paperless. 

There are no restrictions or charges for opting in 
or out of paper statements and correspondence.

What happens if 
these terms and 
conditions change?
If we change these terms and conditions we’ll 
tell you at least 30 days before. We’ll do this 
by sending you a personal message by letter, 
email, online message or text message, or with a 
statement message. 
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If you’re unhappy, 
we want to know.
If you feel that we’ve made a mistake or haven’t 
met your expectations, please let us know. We 
want to put things right for you and make sure we 
don’t repeat any mistakes in the future. We will 
try to sort out your complaint as soon as we can. 

How can you tell us 
about a complaint?
You can tell us by:

•  using our online complaint form, which you 
can find at tsb.co.uk/help/complaint-form

•  using the online chat service on our website or 
in the Mobile Banking App, choose ‘Make a 
Complaint’ in the chat 

•  visiting a branch

•  calling us on 03459 758 758

•  writing to us at TSB Bank plc, Customer 
Services, PO Box 373, Leeds, LS14 9GQ.

What should 
you do if you still 
aren’t happy?
If you’re unhappy with our final response to your 
complaint you may be able to ask the Financial 
Ombudsman Service to look at it. 

Their address is financial-ombudsman.org.uk 
and they will only look at your complaint once 
you’ve tried to resolve it with us. 

Until the UK leaves the EU you may also be able 
to use the online dispute resolution platform at 
ec.europa.eu/odr

02
How you 

can make a 
complaint

http://tsb.co.uk/help/complaint-form
http://ec.europa.eu/odr


Can you get a copy 
of this booklet?
You can get a copy of this booklet, or any of  
your account terms and conditions by asking  
in branch, calling us on 03459 758 758 or at  
tsb.co.uk/legal 

Call   03459 758 758
Click  tsb.co.uk
Visit  Drop into your local branch

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).

The opening hours of our Telephone Banking advisor services are 8am to 8pm Monday to Saturday, 8am to 6pm 
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.

TSB adheres to The Standards of Lending Practice which are monitored and enforced by the Lending Standards  
Board: www.lendingstandardsboard.org.uk. To read more about our lending commitments to you go to  
tsb.co.uk/lending-practice.

AppStore is a trademark of Apple Inc. Registered in the US and other countries. Google Play is a trademark of 
Google LLC. 

Changes take effect on 20 October 2020. 

TSB12094(M) (09/20)

http://tsb.co.uk
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