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1.	 Your information
1.1	� We collect and process various categories of 

personal and financial information throughout 
your relationship with us, to allow us to 
provide our products and services and to run 
our business. This includes basic personal 
information such as your name and contact 
details, and information about your financial 
circumstances, your accounts and transactions.

1.2	� For more information about how we use your 
personal information, the types of information 
we collect, who we may share it with and why, 
and the purposes for which we use it, please 
read our full Privacy Notice which is provided on 
our website coutts.com/privacynotice

1.3	� We may update our Privacy Notice from time 
to time, by communicating such changes to you 
and/or publishing the updated Privacy Notice 
on our website coutts.com/privacynotice. 
We would encourage you to visit our website 
regularly to stay informed of the purposes for 
which we process your information and your 
rights to control how we process it.

1.4	� In respect of any personal information relating 
to a third party that you provide to us, you must:

	 a)	� notify the third party that you are providing 
their personal information to us and obtain 
their permission;

	 b)	�provide the third party with a copy of our 
Privacy Notice and these Terms;

	 c)	� promptly notify the third party of any changes 
to our Privacy Notice that we notify you of; and

	 d)	�ensure that, to the best of your knowledge, 
the personal information is accurate and up 
to date, and promptly notify us if you become 
aware that it is incorrect.

1.5	� If you ask us to, we will share information with 
any third party that provides you with account 
information or payment services. If you ask a 
third party provider to provide you with account 
information or payment services, you are 
allowing that third party to access information 

relating to your account. We are not responsible 
for any such third party’s use of your account 
information, which will be governed by their 
agreement with you and any privacy statement 
they provide to you.

1.6	� In the event that any additional authorised 
users are added to your account, we may share 
information about the use of the account by any 
authorised user with all other authorised users.

1.7	� Communications
	 1.7.1 �We may contact you with information 

relevant to the operation and maintenance 
of your account(s) (including statements) 
or in connection with the Private Client 
Agreement, including updated information 
about how we process your personal 
information, by a variety of means including:

	 • post;
	 • phone;
	 • email (to the email address provided);
	 • �messaging via the Online Service (if 

used by you);
	 • �text message (to the mobile number 

provided); or
	 • any other means we agree with you.
	� If at any point in the future you change 

your contact details you should tell us 
promptly about those changes.

	 1.7.2 �If you need to contact us about any matter 
please call +44 (0)20 7957 2424, write to 
us at 440 Strand, London WC2R OQS or 
contact your Private Banker.

	 1.7.3 �We may monitor or record calls, emails, 
text messages, electronic messages or 
other communications, in accordance with 
applicable laws, to ensure that we provide 
a good service and that we follow your 
instructions correctly.

	 1.7.4 �Please note if you contact us electronically, 
we may collect your electronic identifier 
(eg Internet Protocol (IP) address of 
telephone number) supplied by your 
service provider.
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	 1.7.5 �All communications from us to you 
(including the documents containing the 
terms of the contract between you and us) 
will be in English.

2.	 Security
	� We are committed to ensuring that your 

information is secure with us and with the 
third parties who act on our behalf. For more 
information on the steps we are taking to protect 
your information please visit coutts.com/security

2.1	� Whenever you call us, we need to verify your 
identity to ensure that we are not giving your 
private information to, or taking instructions 
for your account from, anyone who is not 
authorised to do so. A series of questions 
(answers of which are provided by you in 
advance) will therefore be asked. Please ensure 
you give exact answers to the questions we ask. 
We may also use voice and/or other security 
procedures to verify your identity.

2.2	� Sometimes, when you give us a payment 
instruction, or tell us about a change of details, 
or if we suspect or become aware that your 
accounts may be subject to fraud or security 
threats, we may call you on a number we hold 
in our records to confirm the instruction. We 
will only call you on numbers we already hold in 
our records so please ensure you provide your 
mobile, evening as well as daytime numbers 
to ensure we can reach you. Delays may occur 
where we cannot reach you.

2.3	� If we call you, for any reason, you can ask the 
person who called you to prove who they are. 
To do this, they will ask you to call them back 
on our switchboard number, +44 (0) 20 7957 
2424 and ask for them by name. You should 
do this from a different phone line to the 
one you received the call on to prevent your 
call being intercepted. Please note that after 
initial registration or enrolment we will never 
proactively contact you, or ask anyone to do so 
on our behalf, with a request to disclose your 
security details in full. If you receive any such 
request from anyone (even if they are using 
our name and logo and appear to be genuine) 
then it is likely to be fraudulent and you must 
not supply your security details to them in any 
circumstances. You should report any such 
requests to us immediately.

2.4	� Some third party providers might ask you for 
your online banking log in details and password 
to provide their services to you. If you decide to 
give them this information, this means that they 
will be able to see and do anything you can on 
your accounts. 

2.5	� You must help us to protect your information 
and accounts from fraud by undertaking the 
following security measures:

	 a)	� Do not keep your cheque book and cards 
together.

	 b)	�We will provide a PIN (and sometimes a one-
time passcode) for the use of a card, and you 
may be required to set a password. We will 
never ask you to tell us your PIN. If you are in 
any doubt about whether a caller is genuine 
or if you are suspicious about them, take 
their details and call us. Always make sure 
the caller has disconnected the call or use a 
different phone line.

	 c)	� If you change your PIN, you should choose 
your new PIN carefully.

	 d)	�Do not use the same PIN for more than 
one card.

	 e)	� Never respond to emails requesting your 
security details including PINs and passwords.

	 f)	� Always carefully check your bank statements 
upon receipt and immediately report any 
unrecognised or suspicious transactions.

	 g)	�Tell us immediately if you change your name, 
address, telephone number or email address.

	 h)	�Always take reasonable steps to keep your 
card, PIN, password and other security 
information safe at all times.

	 i)	� Never give your account details or other 
security information or online login details to 
anyone (except where necessary for any third 
party provider you ask to provide you with 
account information or payment services). 
You must take care to ensure that only 
persons authorised by you can use or have 
access to your account.

	 j)	� Keep your card receipts and other information 
about your account containing personal details 
(for example, statements) safe and dispose of 
them carefully preferably by shredding them.

	 k)	� Take care when storing or disposing of 
information about your accounts. People who 
commit fraud use many methods such as ‘bin 
raiding’ to get this type of information. You 
should take simple steps such as shredding 
printed material.

	 l)	� Be aware that your post is valuable information 
in the wrong hands. If you do not receive a 
bank statement, card statement or any other 
expected financial information, contact us.

	� You will find the UK Payments Administration 
website cardwatch.org.uk a helpful guide on 
what to do if you suspect card fraud. Please go 
to coutts.com/security which features further 
details on how you can protect yourself from 
fraud. 
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3. 	 Regulatory information
3.1	� We are authorised by the Prudential Regulation 

Authority and regulated by the Financial Conduct 
Authority and the Prudential Regulation Authority. 
We are entered on the Financial Services Register 
and our Firm Reference Number is 122287.

3.2 	 Compensation
	� Coutts & Co is 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. Our 
FSCS Information Sheet provides details of the 
scheme including a list of exclusions and will be 
provided on an annual basis and is available on 
our website. For further information about the 
compensation provided by the FSCS, refer to 
the FSCS website at www.fscs.org.uk

3.3 	 Complaints
	 3.3.1 �If you are not satisfied with any of our 

products or services, we have a complaint 
handling procedure which you can use to 
resolve such matters. You may request 
a leaflet giving details of the procedure 
from any of our offices or by contacting us.

	 3.3.2 �If you are still not satisfied after following 
our complaint handling procedures, 
you may be able to ask the Financial 
Ombudsman Service (FOS) to review your 
complaint. The Ombudsman will consider 
complaints from individuals, small 
businesses (including micro-enterprises), 
and certain charities and trusts. Small 
businesses must meet specific criteria, 
such as a small number of employees and 
annual turnover or balance sheet limits.

	 a)	 Individuals
		�  Individual or joint customers of 

a financial business that provides 
services or products in the UK.

		�  Individuals acting as personal 
guarantors for business loans.

		�  Parents, guardians, or others acting on 
behalf of a minor or someone who has 
died or lost mental capacity, provided 
they have the legal authority to do so.

	 b)	� Small businesses and other 
organizations

		  �Micro-enterprises: Businesses with 
fewer than 10 employees and an 
annual turnover or balance sheet 
of no more than €2 million.

		  �Small and medium-sized enterprises 
(SMEs): Businesses with an annual 
turnover of no more than £6.5 million 
and fewer than 50 employees.

		  �Charities: Charities with an annual 
income of less than £6.5 million.

		  �Trusts: Trusts with a net asset value 
of less than £5 million.

	 3.3.3 �You can find out more about the 
Financial Ombudsman Service in a leaflet 
available from any of our offices or by 
contacting us. Alternatively, you can 
write to the Financial Ombudsman 
Service, Exchange Tower, London E14 9SR 
or telephone 0800 023 4567 or visit 
financial-ombudsman.org.uk
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