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Unauthorised transactions
36.1	You must notify us as soon as possible if you become aware of any unauthorised transaction
on your Account or if your cheque book or your card (or a passbook, if you have one from
an earlier version of our current account) is lost or stolen or liable to misuse or if the PIN,
passwords or selected personal information used by you becomes known to anyone else or if
you become aware that someone else has used or attempted to use it.
36.2	You can notify us by calling on 0845 121 2248 or from abroad on 00 44 1733 372 374 (24 hrs).
36.3	Notice of the unauthorised transaction, loss or theft or misuse can be given verbally over
the phone, in person at one of our branches, or in writing to our principal office at
Peterborough Business Park, Lynch Wood, Peterborough PE2 6WZ. However, you may be liable
for all losses that arise prior to notification and you are, therefore, advised to use
the telephone notification service.
36.4	We will accept and act on notice of loss received from a recognised card notification
organisation, e.g. Sentinel Card Services.
36.5	Provided that you notify us on becoming aware of an unauthorised transaction without undue
delay and in any event within 13 months after the date on which your Account was debited, and
subject to conditions 36.9 and 36.10, if you notify us of an unauthorised payment transaction we
will immediately refund the amount of the unauthorised transaction to your Account and, where
applicable, restore the Account to the state it was in had the unauthorised payment not taken
place. (Please note that if you notify us on a non-Working Day, or after 4pm on a Working Day,
immediately means at the beginning of the next Working Day). However, we may investigate the
circumstances of the unauthorised payment transaction before making a refund or restoring the
Account in certain circumstances, for example, where we have reason to suspect fraud or that
you have deliberately or with gross negligence failed to comply with the terms of the Account
relating to the security of the card, PIN, cheque book, passwords or any other security devices.
36.6	If we need to investigate the matter further we will need you to co-operate with us, our agents
and with the police if we need to involve them. In some cases, you will be required to give us
written confirmation or evidence that you have not authorised a transaction. If we ask for such
co-operation, or written confirmation and you do not co-operate with us, we will reapply the
transaction to your Account.
36.7	You will be liable for losses arising where you have authorised another person to use
your Account.
36.8	If our investigation discloses that you have acted fraudulently you will be liable for all
losses incurred as a result of an unauthorised transaction.
36.9	If our investigation discloses that you have
		 (i)		 deliberately or
		 (ii)		 with gross negligence
		failed to comply with these Conditions relating to the use and security of your card, PIN cheque
book, passwords or any other security devices you will be liable for all losses incurred up to
notification to us in accordance with this Condition 36.
36.10	If our investigation discloses that you have not
(i)		 acted fraudulently nor
		 (ii)		acted deliberately or with gross negligence,
		but the unauthorised transaction arises out of a lost or stolen card or your failure to keep
your PIN or passwords safe from the misappropriation of the card, you will be liable for up
to a maximum of £50 and we shall refund the amount of the unauthorised transaction to your
Account (after deducting the £50).
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36.11	You will not be liable under Condition 36.9 or Condition 36.10 if we fail to provide you with
appropriate means to enable you to notify us under this Condition 36 or (except in the case
of Business Gold Current Accounts) where your card has been used to make a payment for
goods or services (other than for financial services) where you did not need to be present (for
example, by telephone or over the Internet), provided you notify us without undue delay and or
any event within 13 months after the date on which your Account was debited.

Fraud Prevention
37.1	We may carry out certain checks on transactions on your Account to help prevent fraud. We
may contact you by post or telephone (including mobile phone) if we are suspicious about
a transaction or we may leave a message to ask that you call us. If we ask you, you must
contact us as soon as possible. For payments made using your debit card, if you do not reply
to us and we do not have any reason to believe there are any other suspicious transactions on
your Account, we will assume you have authorised the card payment and allow it to proceed.
This will not prevent you from later disputing you authorised the transaction.
37.2	In order to comply with our obligations regarding fraud prevention, money laundering and
terrorist activity, we may investigate and intercept payments into and out of your Account.
Occasionally, this may delay the carrying out of your instructions or the availability of
Available Funds on your Account. If we are not satisfied that a payment in or out of your
Account is lawful, we may refuse to deal with it.

Notices
38.1	Where we give you personal notice we will write to you or e-mail you at the address that you
have provided to us for that purpose. You must ensure that we have your up to date contact
details. Where we are required to send information to you we will send it to the most recent
address that we have for you. Personal notice may be given by a notice in your statement.
38.2	If your account is a joint Account we will send information to you at the address of the first
named Account holder, unless you provide us with a separate correspondence address for the
Account.
38.3	If we increase any rate of interest that we pay on any credit balance in your Account we shall
inform you of the increase either personally or in the following way:
		 i)		Gold Classic Current Accounts, Gold Light Current Accounts, and Business Gold Current
Accounts: by publication in one national and two local newspapers selected by us;
		 (ii)		 Gold Current Accounts: in the Gibraltar Chronicle.
		In addition, we shall notify you by prominent notices in our branches, on our website and
details of the rates will also be available from our Contact Centre.
38.4 All communications between us will be in English.

Jurisdiction
39.		These Conditions shall be governed and construed in accordance with English law and you and
we agree to submit to the exclusive jurisdiction of the courts of England and Wales.

Transfer
40. 	We may transfer or assign this Agreement and/or our rights and obligations under this
Agreement. If we are of the view that in so doing this will serve to reduce the assurance
which N&P provides to you, we will endeavour to obtain your prior agreement.
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Information about you:
UK customers and Gibraltar customers who have provided a UK address
We will add to your record, with the credit reference agencies that we use, details of your Agreement
with us, the payments you make under it and any default or failure to keep to its Conditions and any
deliberate non-payment following a change of address without notice. If this is a joint Account, an
association will be created between each Account holder at credit reference agencies which will
link your ﬁnancial records. You and anyone else with whom you have a ﬁnancial link understand that
each other’s information will be taken into account in all future applications by either or both of you.
The linking will continue until one of you successfully ﬁles a disassociation at the credit reference
agencies. We and the credit reference agencies will also use the records for statistical analysis about
credit, insurance and fraud. You may obtain the names and addresses of the credit reference and fraud
prevention agencies we use from time to time by telephoning 0800 883 322 (from within the UK, or
45050 (from within Gibraltar) or by clicking on www.nandp.co.uk/personal-data-clause. Telephone calls
are recorded. You have right of access to your personal records held by these agencies

Information about you:
All customers
We will also use and disclose the information relating to you and your Account in the following ways:
• to assist in tracing and pursuing debtors
•	to assist in crime detection, prevention and prosecution, for example we may also search
the records of fraud prevention agencies who will supply us with information. We may pass
information to other companies within the Yorkshire Building Society group and to ﬁnancial and
other organisations involved in fraud prevention to protect ourselves and other customers from
theft and fraud. If you give false or inaccurate information and we identify fraud, we will record
this and pass it to fraud prevention agencies to prevent fraud and money laundering;
•	to comply with any request for information received from any appropriate regulatory body including
the Financial Services Authority and the Financial Services Commission (as appropriate);
•	to administer your Account (and for such purposes we may disclose information to third parties
who act as our agents, including their sub-contractors) We will also use and disclose the
information relating to you and your Account to third parties that provide any Account speciﬁc
beneﬁts which we do not provide ourselves.
We will also use and disclose the information relating to you and your Account for general business
purposes, and research, and to provide you, by post, e-mail or telephone, with details of any products
and services that Yorkshire Building Society and its group of companies provide or which other
organisations with whom we have business relationships provide, which we think may be of interest
to you.
We will remind you, at least once every three years, that you can ask not to receive information
about products and services of the Yorkshire Building Society. We may search your records at credit
reference agencies from time to time before giving you details of any products or services that
Yorkshire Building Society and its group of companies provide or which other organisations with
whom we have business relationships provide, which we think may be of interest to you.

Unclaimed Assets and Dormant Accounts
We intend to participate in the Unclaimed Assets Scheme which is being set up by the Government
as a result of the Dormant Bank and Building Society Accounts Act 2008. Under this scheme any
accounts that have been dormant for at least 15 years will have their balance transferred to an
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external fund but you will never lose the right to reclaim your money. For details of how to reclaim
your money please go to our website or into an N&P branch.

How to complain
If you have any complaint about our service you can raise the complaint in person, by letter,
telephone or e-mail and we will endeavour to deal with your complaint within 24 hours.
If we are unable to do so or if your complaint is about our policies or procedures it will be
referred to our Customer Relations Team for investigation. The Customer Relations Team is based
at our principal office. The Customer Relations Team will endeavour to resolve your complaint
within eight weeks.
If you are not satisfied with our final response or we fail to deal with it within eight weeks you can
refer your complaint to the Financial Services Ombudsman. Full details of how to complain can be
found in our separate leaflet: Making a complaint.

Important information about compensation arrangements
We are covered by the Financial Services Compensation Scheme (FSCS). The FSCS can pay
compensation to depositors if a building society 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 building society, including their share of any joint account, and not to
each separate account.
Yorkshire Building Society (YBS) also operates under the trading names of Barnsley Building Society
(BBS), Chelsea Building Society (CBS), Norwich & Peterborough Building Society (N&P) and Egg. YBS
is a participant of the FSCS. Therefore, depositors with any YBS, BBS, CBS, N&P and Egg have an
overall limit of £85,000 under the FSCS.
Accord Mortgages Limited is a wholly owned subsidiary of YBS. Accord has offset mortgages
products where the customer’s deposits are held on behalf of Accord by YBS. Accord offset
depositors are therefore covered, along with BBS, CBS, N&P and Egg depositors, by YBS being a
participant in the FSCS. There is no additional protection or depositors with Accord Mortgages
Limited. As of 31 December 2010 new FSCS rules were introduced meaning any compensation
due will be paid to customers based on amounts held in their deposit accounts, regardless of
the amounts owed to us (for example, a mortgage loan). Customers will therefore be paid out up
to £85,000 of their savings and any mortgage balance would remain outstanding. For example, a
customer who has a £200,000 mortgage and £200,000 savings balance will therefore be paid out
£85,000 for their savings balance and the £200,000 mortgage balance would remain outstanding.
This would mean that customers would still have to repay their mortgage loan. It would then be
for the liquidator to decide whether any surplus savings balances would be set-off against any
remaining mortgage loan.
For further information about the FSCS (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 0800 678 1100.

23

How to contact us
For a copy of any of our leaﬂets, and details of our current charges and interest rates, please visit
one of our branches, www.nandp.co.uk or telephone 0845 300 2511 (UK customers) or 200 45050
(Gibraltar customers). To ensure that we carry out your instructions accurately and to help us to
improve our service, all telephone calls between you and N&P may be monitored and recorded.
To notify us if your cheque book or your card is lost or stolen call us on 0845 121 2248 in the UK,
or from abroad on 00 44 1733 372 374 (24 hours). You can ﬁnd out about our interest rates by
telephoning our Contact Centre on 0845 300 2511 (UK customers) or 200 45050 (Gibraltar customers)
by looking on our Internet site (www.nandp.co.uk or www.nandp-gibraltar.co.uk), by looking at the
posters in our branches or by asking our branch staff.

How we are regulated
•	We are authorised and regulated by the Financial Services Authority (“FSA”). The Society provides
advice on regulated and non-regulated products. Our FSA Register number is 106085. To ﬁnd out
more about us, see the FSA Register: www.fsa.gov.uk/register or call the FSA on 0300 500 5000.
•	We are licensed and regulated by the Ofﬁce of Fair Trading (“OFT”), for unsecured lending. Our
Consumer Credit licence number is 0065495. 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
•	In Gibraltar we are authorised to conduct business by the Financial Services Commission. To ﬁnd
out more, go to www.fsc.gi or call 200 40283.

Information is available in large print, audio and Braille on
request; please call for details.
Information correct at time of print.
Norwich & Peterborough Building Society and N&P are trading names of Yorkshire Building Society.
Principal ofﬁce of Yorkshire Building Society: Yorkshire House, Yorkshire Drive, Bradford, BD5 8LJ.
Address of Norwich & Peterborough Building Society and N&P: Peterborough Business Park Lynch
Wood PE2 6WZ. All communications with us may be monitored/recorded to improve the quality of
our service and for your protection and security. Charges to 0845 numbers may vary. Prices can be
checked with your phone provider. Mobile calls usually cost more.
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