
WE’RE MAKING CHANGES TO OUR TERMS

We’re making changes to the terms for our Cash Individual Savings Accounts (ISAs).

The changes are set out in the following tables and apply from 13 January 2018.  You’ll be able to download the new terms at 
marksandspencer.com/bank, pick up a copy in our branches or ask for them to be posted to you from 11 January 2018.

You’ll notice we’ve used plain English and we’ve moved some terms around to make them simpler and shorter. 

We’re also making some changes to our current and other savings accounts and credit cards, details of which can be found on our website.

What do you need to do?

We hope you’ll be happy with these changes but, if you’re not, you have the right to end your agreement and close your ISA without cost.  
If you want to do this, please contact us before 13 January 2018.  If we haven’t heard from you by this date, we’ll assume you’ve accepted the 
changes and they’ll happen automatically.  The right to end your agreement and close your ISA without cost does not apply to the Fixed Rate 
ISA. Please bear in mind that if you close your ISA and withdraw your money without transferring it to another ISA provider you will lose the tax 
benefit of your account.

Why are we making changes?

Most of the changes reflect changes we need to make to comply with law and regulation, including recent changes to support innovation and 
competition in the payments sector and increase customer protections. The changes also reflect the introduction of new technology across 
the banking industry for speeding up cheque processing and some changes in our own operations. 

As we’re also making changes to our current and other savings accounts, some of the changes are just to make sure that we take the same 
approach and use the same wording, where appropriate, for similar products.

We’re here to help

If you have any questions, one of the team will be happy to help. Just call us on 0808 005 5555 if calling from the UK or  
+44 1244 688632 if calling from abroad. Lines open 8am-8pm Monday to Friday, 9am-5pm Saturday and 10am-4pm bank holidays (closed on 
Sunday, Christmas Day, Boxing Day and New Year’s Day). Please be aware that opening hours may be restricted over the Christmas period, 
please contact us for details.

MARKS & SPENCER CASH  
INDIVIDUAL SAVINGS ACCOUNT

Important information
Changes to the terms



A SUMMARY OF THE CHANGES

Change Summary

How we'll contact you in an 
emergency

We now have to make clear how we'll use the contact details you give us in the event of suspected 
or actual fraud or security threats (for example, we may try to send text messages, rather than 
telephone, if we think that's the fastest and most secure way of reaching you). 

Opening access to Third 
Party Providers (TPPs) 

We're including new terms that explain you'll be able to use TPPs (through an app or other online 
service). A TPP is a third-party service provider that can, with your express agreement, access your 
online payment accounts to obtain and consolidate information about your finances (this may include 
information about accounts you hold with us and other banks and building societies). You may also 
give payment instructions through a TPP.

If you want to use TPPs you should check from the information they give you that they are authorised 
by law.

We may refuse to allow a TPP to access your account if we are concerned about unauthorised or 
fraudulent access by that TPP. Unless it would compromise our reasonable security measures or 
otherwise be unlawful, we’ll tell you if we do this, and why, in the way we think most appropriate. If you 
use a TPP you must continue to tell us about any payments on your account that you think may be 
incorrect or unauthorised.

Letting you choose how we 
give you information on 
your account 

At the moment we keep you informed about payments in and out of your account, any interest paid 
and our charges by making information available (through Telephone Banking and in branches) and 
by providing statements. You'll be able to choose whether you want us to continue to do this or to 
provide a statement monthly. 

What we'll do if payments 
are made into your account 
by mistake

We're clarifying what we'll do when a payment has been made into your account by mistake and we're 
introducing changes to reflect new industry standards that help customers who have used incorrect 
payment details to send a payment.
If you tell us a payment made from another bank was intended for you but the payer says it was 
made into your account by mistake, we’re legally required to share all relevant information including 
your name and address and transaction information with the bank the payment came from, if they ask 
us, so that the payer may contact you directly. We’re including a term to make this clear.

What happens if we send  
a payment late

If a payment you asked us to make doesn't arrive when it should have (normally the business day 
after we send the payment from your account), you can ask us to contact the receiving bank and ask 
them to treat the payment as if it had been made on time.

We're being clearer about 
your rights in relation to 
your information

You explicitly consent to us accessing, processing and retaining any information you provide to us for 
the purposes of providing payment services to you. This does not affect any rights and obligations 
you or we have under data protection legislation. You may withdraw this consent by closing your 
account. If you do this, we will stop using your data for this purpose, but may continue to process 
your data for other purposes. 
Your privacy is important to M&S Bank. Our privacy policy explains how we collect, use, disclose, 
transfer and store your information and sets out your rights to your information. In future it will be set 
out in a separate document which you can find at: marksandspencer.com/bank or you can ask for a 
copy in branch.

We're adding some reasons 
for refusing to make a 
payment

We won’t make a payment if:
• there has been, or we suspect, criminal activity of any kind;
• you’ve failed to provide any extra identification that we’ve reasonably asked for;
• we reasonably believe that doing so would cause us to breach a court order that we have to 

comply with or our legal or regulatory obligations.

When we can refuse to 
accept a payment in

We're making clear that we may refuse to accept a payment into your account where it is reasonable 
for us to do so, for example if we reasonably believe doing so might cause us to breach a legal 
requirement.

Helping you to recover 
some payments 

If you give us the wrong payment details or you tell us about an incorrect payment more than 
13 months after it was made, we won’t give you a refund but, if you ask us, we’ll try to recover the 
payment for you. 
The new terms will  make clear that we may charge you our reasonable costs for doing this.



A SUMMARY OF THE CHANGES CONTINUED

Change Summary

Reducing your liability for 
unauthorised payments 
and changing when we're 
required to give refunds

In future, unless you’ve been fraudulent or acted with a very significant degree of carelessness (been 
‘grossly negligent’) we won’t make you liable for any unauthorised transactions. 
We’re also clarifying that, unless you’ve acted fraudulently, you won’t be responsible for any 
unauthorised payment made after you’ve told us that your security details have been lost or stolen 
(using the details we’ve given you) or if we don’t apply procedures that we’re legally required to use 
to check a payment has been authorised by you.
Where you’re entitled to a refund for an unauthorised payment, we won’t have to make it immediately 
but we’ll do so as soon as practicable and no later than the end of the next working day.

Blocking access to your 
accounts if we're concerned 
about security

If you don’t act reasonably to prevent misuse of your account and your security details, we may block 
access to your account to protect you and us from unauthorised use.

Introducing cheque imaging We’re setting out the faster times for processing sterling cheques through the Image Clearing 
System. This is being introduced on a phased approach, across the banking industry, with effect from 
30 October 2017.  Once introduced, payments made by cheques that have been imaged will be 
added to your account on the working day following the day it’s paid into your account and it can’t be 
recalled from that point.

When we may close your 
account immediately and 
what happens if we do

We’re clarifying the reasons when we may close your account immediately. We’ll also need to do this if:

• your behaviour is improper, for example you act in a threatening or violent manner towards staff;

• you haven’t provided us with adequate information that we’ve requested in relation to your 
liability for tax;

• we reasonably consider that if we didn’t end the agreement we might break a law, regulation, 
code, court order or other duty or we, or another HSBC Group company, may be exposed to 
action or censure from any government, regulator or law enforcement agency;

• you have provided us with any false information; or

• you are involved, or we reasonably believe that you are involved, in criminal activity of any kind  
whether or not linked to your account or your relationship with us.

When we close your account, we’ll add any interest which hasn’t yet been applied to the account 
before we pay the balance to you. You’ll be responsible for cancelling any payments into your 
account.

Charging for non-standard 
services 

We may charge for services which are not set out in the terms but we’ll always tell you how much the 
charge will be and check that you are happy to pay it before we provide the service.

Contacting you urgently We may record telephone numbers you call us from and may use them if we need to contact you 
urgently.

How we notify you of 
changes to an interest rate

If we change the interest rate on your account and the change is not favourable, we’ll give you two 
months’ personal notice of this (rather than 14 days).

Clarifying when we can 
make changes to your 
terms

We'll make changes to respond proportionately to things we don’t control or to reflect a change we're 
making to our business. We'll also make changes to our interest rate and charges for other reasons 
provided it is reasonable (or 'valid') for us to do so. We'll also make changes to any of the terms 
without giving a reason but we'll always explain the impact of the change and you'll be able to close 
your account before the change takes effect without charge.

Telling you about an 
increase in the interest rate 
we pay you

If we increase the interest rate we pay you, we currently give you personal notice within 30 days 
after we do this. In future, we'll either do this or we may put a notice in the press, in branch or on our 
website within 3 working days after we do this. 
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