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Executive Summary

Working together with Pay.UK

We have recently refreshed our engagement approach, and this document sets out how Pay.UK works
with direct participants in Bacs, FPS and ICS to shape strategy, deliver change and maintain safe,
resilient payment services.

Our engagement model

Our engagement channels are designed to achieve three outcomes:

e Strategic partnership and direction - ensuring participant insight informs Pay.UK’s
strategic roadmap and priorities.

e Delivery through collaboration - working with participants to design and implement
change initiatives and manage shared industry risks.

e Ongoing communication - providing clear, accessible updates on Pay.UK activity and
progress.

We use a mix of standing forums, segment-based discussions, bilateral engagements and ad hoc
sessions to achieve this.

Our commitment to you

We are committed to making engagement purposeful, transparent and worthwhile. We will provide
high-quality materials, share clear rationale for decisions, and ensure your views are reflected
consistently across forums.

What we need from participants

Effective engagement requires commitment on both sides. We ask participants to ensure the right
representatives attend engagements, come prepared to contribute, and provide open, constructive
feedback so we can continuously improve and enable us to serve your needs as our participants.
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Foreword

At Pay.UK, our purpose is simple but vital: resilience, performance, collaboration and confidence -
this is the foundation we deliver for all who rely on our systems and services. Every day more than 43
million payments flow through Pay.UK systems, and last year we processed more than £11 trillion in
payments, the equivalent of nearly four times the size of the UK's GDP. Utilising our deep operational
expertise and unique insights, we help shape the future of payments and support in its delivery.

As we it at the centre of a complex ecosystem, we recognise the importance of working in partnership
with organisations, leaders, and experts across the ecosystem (our stakeholders). Stakeholder
engagement is therefore central to how we deliver our purpose. We engage to inform our strategic
direction (ensuring we focus on what matters to the ecosystem) and to work collaboratively with
stakeholders on the delivery of day-to-day operations and change initiatives. It is also a key route to
ensure that stakeholders know what we are delivering and why.

This document sets out how Pay.UK intends to engage with you, our participant community, going
forward. It provides an overview of what you can expect from us, how we will work with you, and how
your views will inform our decisions. It will be supplemented by additional guides on how we engage
the broader community. It explains the principles that underpin our engagement and discusses the
engagement channels through which we will build strategic partnerships, collaborate on delivery,
and keep you informed. And it reflects our commitment to raising the bar on the quality and
timeliness of the materials and insights we share. We welcome your feedback on our approach and
how it operates in practice as we seek to continually improve and enhance it.

We will update this guide annually, or sooner if material changes occur within the year.

We recognise that engagement must be more than a series of meetings. It must produce better
outcomes for you, the broader payments ecosystem, and for the millions of end users who depend on
UK payment services. Thank you for your continued engagement, your challenge, and your
partnership. We look forward to working with you.

Justin Jacobs
Chief Policy & Engagement Officer, Pay.UK
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1 Pay.UK’s engagement channels

We organise our engagement groups and touchpoints to achieve two key outcomes: (i) strategic partnership
and direction; and (ii) delivery through collaboration.

Pay.UK analysis and decision-making

Strategic partnerships and direction

Industry Deli
Quarterly Participants Engagement Forum nau Bn;d very 0 .
- . perational groups
Payments i Switching Services
Indu Plus Subgroups P Bacs, ICS and FPS
Rw"enoes’gmm Clo/CTO, csomer Committees; APPR;
Commercial Sub- CASS, Cash ISA, CoP
Group
Regular roundtables with stakeholder segments
Ad hoc sessions
Senior bilateral engagements Pop-up / topic-specific workshops/working groups/consultations/bilaterals as needed
Pay.UK quarterly update

Made available to all ecosystem, covering all Pay.UK work

We provide more detail on each of these channels below, in addition, the Terms of References for all
groups can be found here Pay.UK Engagement Group Terms of References 2026.

1.1  Strategic partnership and direction

Pay.UK undertakes this engagement to ensure it has a strong understanding of industry
developments and the needs of all participants and to provide opportunities for participants to input
their views and provide feedback on our plans. Pay.UK will use this understanding to design and
maintain its strategic roadmap so that the work Pay.UK undertakes is stakeholder-centric and adds
value to participants. To support this, we recognise the importance of providing participants with a
coherent and transparent view of the work Pay.UK is delivering, the progress being made, and how
stakeholder insights have informed our decisions. We also intend to assign every participant a named
contact within the Stakeholder Engagement team to act as an account manager for business-wide
enquiries. In addition, a generic contact inbox (payukstakeholderengagement@wearepay.uk) will be
available and copied in to ensure continuity and resilience of support.

1.1.1 Quarterly Participant Engagement Forum

The Participant Engagement Forum (PEF) is our key forum for sharing information and securing
participant input and feedback on our strategy, roadmap and progress across key areas. Reflecting
this, PEF will be co-chaired by the Pay.UK CEO and a senior industry representative. It will meet
quarterly, with all direct participants of FPS, Bacs, and ICS invited to attend, and is the primary forum
for all participants to engage with us and each other on our systems.

Members representing direct participants will be of an appropriate seniority and expertise to engage
across payments topics and to socialise these within their organisation.
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In PEF meetings, Pay.UK will provide information on our strategic roadmap and supporting financial
position alongside more detailed updates on our key initiatives and activities, such as our work to
continually enhance operational resilience and maintain operational excellence. This will enable
clear, consistent, and holistic insight into our activities for all stakeholders. It will offer an opportunity
for participants to ask questions and provide feedback on Pay.UK’s progress against our strategic
roadmap and performance. In addition, Pay.UK’s Independent Non-Executive Directors will
periodically attend PEF meetings to hear participant views and answer any questions about the
Board.

1.1.2 Bilateral engagement

The Pay.UK Chair, CEO and senior executives will meet a range of direct participants throughout the
year to discuss respective priorities and how we can best work together to achieve the best outcomes
for our payments systems and their users. Through these sessions, we will engage with individuals
within our participants that operate across payments, fraud and resilience agendas and ask that
participants seek to join-up internally in their engagement with us. These engagements will
complement any day-to-day discussions that you may already have with Pay.UK’s operational and
engagement teams.

1.1.3 Regular roundtables with stakeholder segments

Weintend to hold regular roundtables of different participant ‘segments’. These roundtables will take
place approximately every six months and their purpose is for Pay.UK to better understand
developments across the ecosystem, the needs of different segments, and how Pay.UK can help
address those needs. We have devised segments based on what we consider to be communities of
shared interest and to provide roundtables that are manageable in size where all attendees have an
opportunity to contribute. The segmentation may change over time. We will communicate segments
to each participant individually and are happy to discuss. We have segmented as follows:

I. Largest PSPs in FPS, Bacs, and ICS: Those PSPs that process the most volume and value of
payments through Pay.UK’s systems.

IIl. Largeinternational banks: Major global players with a relatively small footprint within
Pay.UK’s payment systems.

1. Smaller and specialist incumbent banks: These banks often serve niche (sometimes
regional) markets or specific customer segments, and/or offer tailored products and
services.

IV. Challenger Banks: Typically fast-growing, digital-first institutions leveraging technology
and innovative business models.

V. Non-bank PSPs: Typically technology-driven firms that deliver innovative payment
solutions outside the traditional banking sector.

The PEF will provide the opportunity for a gathering of all segments within the direct participant
community.
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1.2 Delivery through collaboration

Pay.UK will continue to hold topic-specific forums to work closely with participants across the
strategic and operational landscape. These are set out below. We will keep the number and frequency
of our forums under review, exploring options for further rationalisation where possible.

1.2.1 Payments Industry Resilience Forum (PIRF)

The purpose of the PIRF is to enhance operational resilience across the retail interbank payments
ecosystem. The forum aims to enhance industry-wide preparedness and response to operational
disruptions, cyber threats, and other risks that could impact the smooth flow of payments across the
ecosystem.

Members of the PIRF will possess strong payments and operational resilience expertise and be
sufficiently senior to contribute meaningfully to discussions and to influence debate across and on
behalf of the organisation they represent.

Membership of the PIRF will be limited to around 15 industry actors including direct participants,
indirect participants, and other firms that enable the delivery of payment services (e.g. aggregators).
As a result, not all direct participants will be able to attend, but Pay.UK would always welcome
applications to join. We aim to ensure the membership contains breadth across the ecosystem
alongside diversity of perspectives.

PIRF meetings will be held at least six times a year and will be co-chaired by the Pay.UK CPEO and an
industry representative.

1.2.2 Industry Delivery Body (and sub-groups CIO/CTO Forum and Commercial Sub-
Group)

The IDB brings together senior industry participants to collaborate on the delivery of change
initiatives that require significant participant engagement. For example, the IDB has focused on the
delivery of substitution solutions to enhance resilience, and initiatives to combat fraud in the
payment systems. The IDB oversees two specialist subgroups, referring topics to them where
dedicated expertise is needed: (i) the Commercial Sub-Group, which addresses commercial matters
(for example, as seen in the 2025 Vocalink contract extensions work); and (ii) the CIO/CTO Forum,
which provides leadership on technology issues.

Membership of the IDB and its sub-groups will usually be limited to representatives from around 15
direct participants. As a result, not all direct participants will be able to attend, but Pay.UK would
always welcome applications to join. We aim to ensure the membership contains breadth across the
ecosystem alongside diversity of perspectives.

Members of the IDB will be of a high degree of seniority, able to influence and enact large-scale change
agendas at their respective organisations. They will have excellent knowledge of payment systems,
operations, and issues, and the ability to influence executive-level decisions on payments topics
within their organisation.

Members of the Commercial sub-group will be able to influence and engage in the signature
commercial agendas at their respective organisations. They will have excellent knowledge of
payment system economics and commercials, funding models, and cost considerations, and the
ability to influence executive-level decisions on payments topics within their organisation.
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Members of the CIO/CTO Forum will hold the role of Chief Information Officer, Chief Technology
Officer, or an equivalent role with a direct participant. Members should be able to influence
and engage on signature technology agendas at their respective organisations. They will have
excellent knowledge of payment system technology, security, and innovation considerations, and
the ability toinfluence executive-level decisions on relevant payments topics within their
organisation.

Meetings of the IDB and its subgroups will be held as the work requires (this is likely to be between six
and twelve times a year) with each group co-chaired by Pay.UK and an industry representative.

1.2.3 Switching Services Customer Committee (SSCC)

The SSCC sets the strategic direction for the future development of the Current Account Switch
Service and the Cash ISA switch service for a rolling three-year planning horizon, producing high level
objectives on an annual basis. The SSCC ensures that services meet any regulatory requirements (e.g.
CMA Undertakings and PSR requirements), and acts as a point of escalation and resolution for matters
relating to the services, for example in respect of non-compliance or disputes. The SSCC has an
independent chair. Membership of the SSCC will comprise around 8 to 10 participants of the switching
services plus three independent members. As aresult, not all direct participants will be able to attend,
but Pay.UK would always welcome applications to join. We aim to ensure the membership contains
breadth across the ecosystem alongside diversity of perspective.

1.2.4 Operational committees and groups

Pay.UK maintains a range of business-as-usual operational groups covering FPS, Bacs, ICS and
value-added services. These groups support the safe and effective day-to-day operation of the
schemes, including issue management, technical change and service performance.

Operational groups are typically open to all relevant scheme participants and are led by Pay.UK’s
operations teams with support from engagement to ensure consistency. Key issues and themes are
escalated to senior forums, including the Participant Engagement Forum, where appropriate.

Throughout H2 2026, Pay.UK will review these groups to ensure they remain effective and
proportionate.

Servicearea  Engagementgroup  Purpose (summary) Membership
Faster FPS Operational Oversees operational performance, Open to all FPS direct
Payments Committee settlement, compliance, change participants
(FPS) delivery and service integrity for
FPS
FPS Technical Manages technical performance, FPS participants,
Committee (incl. development, testing, aggregators and
aggregators) implementation and support of the  suppliers
FPS ecosystem
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FPS Credit Payment
Recovery Group

Manages the Credit Payment
Recovery process, issues, Ml and
recommendations for process

Open to all FPS direct
participants

improvement
Bacs Bacs Operational Oversees Bacs operational Open to all Bacs direct
Committee performance, settlement, participants
compliance, change delivery and
service integrity
Image Clearing ICS Operational Oversees ICS operational Opento all ICS direct
System (ICS) Committee performance, compliance, change  participants

ICS Fraud Advisory
Group

activity and service integrity

Shares intelligence and insight on
cheque fraud risks, trends and

Opento all ICS direct
participants

mitigations
Switching Current Account Oversees operation, incidents, Open to all CASS
services Switching Service enhancements and performance of members
(CASS) Operations CASS
Committee
Cash ISA Switching Oversees operational delivery and ~ Open to all Cash ISA
Service Operations development of Cash ISA switching  scheme members
Committee
Fraud & APPR Industry Manages operational matters Open to all firms subject
prevention Management Group relating to the APP reimbursement  to the FPS
services regime reimbursement rules
Confirmation of Payee Oversees operational performance  Open to all CoP scheme
Industry Steering Group  and future development of the CoP  members
(CoP ISG) service
Confirmation of Payee Enables technical engagement on Open to all CoP scheme
Technical Forum CoP enhancements and service members
issues
Security & Joint Security Enables discussion of security Open to all direct

reference data

Committee

Clearing Codes
Operational Group

Code Consultative
Group

issues and sharing of threat
intelligence

Oversees operations, policy and
development of clearing codes and
bank reference data

Considers changes and issues
relating to clearing code policy and
governance

participants

Clearing banks using
ISCD

By invitation
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1.3 Ad hoc sessions

Delivery will also be supported by ad hoc workshops, working groups, consultations, and bilaterals,
as needed throughout the year. This will be by invitation although we always welcome participants
expressing an interest, offering flexibility and opportunity to widen participation as appropriate (for
example, by inviting end-user representatives).

These groups will change depending on prevailing workstreams. The ad hoc workshops and working
groups in operation as at March 2026 are listed below.

Working Description Membership

Group/Workshop

Bacs: Bacs Working group to consider challenges and Open to all Bacs direct participants
Contingency Solution solutions for contingency solution
Working Group

Bacs: Participant Group for managing the Websigner Open to all Bacs direct participants
Impact Working migration, and the implementation of two

Group factor authentication (2FA)

Bacs: Sunsetting Allow sponsoring participants to discuss / Open to all Bacs direct participants
non-AUDDIS inform activities to help remove paper direct

debit instructions being posted to paying
PSPs (converting relevant service users to

AUDDIS)
Bacs: Kestrel working Periodic Bacs upgrade release Open to all Bacs direct participants
groups implementation groups.
ICS: Strategy Group to discuss considerations and options  Open to all ICS direct participants
Workshops for future of cheques
Fraud Detectionand  Working group to progress the fraud By application

Prevention Working  prevention data sharing exchange (EDEx)
Group (aka EDEXx)

1.4 Quarterly update

We will start to publish a quarterly update to support informing the ecosystem from mid-2026. This
will be a public document, circulated to our participants and published on our website, providing
information about our projects, activities and developments. Stakeholders can subscribe (or
unsubscribe) to the newsletter. We are also considering the best ways to provide more regular
updates on key workstreams and would welcome any suggestions.
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2 Pay.UK’s commitment to direct participants
We recognise that participant time is valuable and commit to:
e Providing high-quality materials, on time, with clear purpose and decisions sought.

e Being transparent about our priorities, decisions and how participant feedback has
informed outcomes.

o Tailoring engagement to participant needs and ensuring named points of contact.

e Ensuring coherence, so issues raised in one forum are reflected and progressed across
others.

o Beingresponsive, acknowledging queries within two working days, you can reach out to
your named contact or payukstakeholderengagement@wearepay.uk in the first instance.

3 Whatdo we need from participants?
To support effective engagement, we ask participants to:

* Nominate appropriate representatives with the expertise and seniority required for each
forum.

e Prepare for discussions, including coordinating views internally where topics span
functions.

o Engage openly and constructively, sharing insight, challenge and feedback on Pay.UK’s
performance.

e Provide feedback through forums, surveys and bilateral discussions to help us
continuously improve.

4 Feedback

Pay.UK welcomes feedback to continually improve how we engage and support our stakeholders. We
gather insight through structured forums, bilateral meetings, workshops, and consultations - making
sure your views shape our development and delivery at the right time. We also want to use forums to
invite reflections on our performance.

Since January 2026, we have been using post-meeting ‘flash’ surveys across a number of our
engagement forums. These only take a few minutes to complete and provide timely insights and
helping us refine content and delivery.

Each year, our longer and more holistic stakeholder survey provides space for more comprehensive,
candid, anonymous feedback that directly informs our work programme and engagement approach.

Stakeholders can also contact the Stakeholder Engagement Team at any time to raise issues, provide
feedback, or share suggestions. Please reach out to your named contact or email
payukstakeholderengagement@wearepay.uk.
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FAQs

1. How can | apply to attend one of the forums?

Some of our engagements are open to all participants whether collectively (i.e. the Participant
Engagement Forum and operational groups) or by segments (the six-monthly roundtables). For
practical reasons, other forums (for example, the PIRF and IDB) need to be smaller and therefore we
canonly accommodate a selection of participants. If you would like to become a member, please refer
to the guidance on members in the ToRs and reach out to your named contact or
payukstakeholderengagement@wearepay.uk.

2. How many representatives can | send to each meeting?

This will usually be one representative per banking group and this will be defined in the Terms of
Reference.

3. My banking group has multiple entities that are direct participants in Pay.UK’s systems. Can
I send one person per participant entity to Pay.UK groups?

For those groups where all direct participants are invited, Pay.UK will require that banking groups
with multiple participant entities appoint one representative (regardless of the number of systems
they participate in or the number of entities they have participating in each system).

4. How should | contact Pay.UK to find out more?

Please contact our engagement team at payukstakeholderengagement@wearepay.uk and we will
respond as appropriate. We aim to acknowledge emails within two working days.

5. My organisation is merging or acquiring another participant. How does this impact my
interactions with Pay.UK?

Pay.UK recognises that this can be complex depending on the nature of the transaction and any
transitional arrangements. We will therefore discuss transition arrangements on a case-by-case basis
with entities involved in a merger or acquisition with another direct participant.

6. Where can I find the ToRs for each forum?

The ToRs for all the meetings will be made available on Pay.UK’s website and can be found here.

7. How should I contact Pay.UK to find out more?

Every participant will have a named contact to be your first port of call for any queries, who will either
answer or will own the request to find an answer; we will issue information about this before the end
of June 2026. Alternatively, feel free to contact our engagement team at
payukstakeholderengagement@wearepay.uk and we will assist you promptly. We commit to
responding to your email within two working days (this may just be an acknowledgement if the
enquiry requires further investigation).
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8. Where can | find out more information about joining a payment scheme or value-added
service?

Pay.UK operates three core payments systems: FPS, Bacs, and ICS. Each system has its own
characteristics, specifications, and access requirements. We also provide Confirmation of Payee, the
Current Account Switching Service, the Cash ISA Switching Service, and the Reimbursement Claims
Management System. If you are interested in joining any of these schemes or services, we have a range
of guides and information for you on our website, starting here: Access to payment systems - Pay.UK.

For any questions, please contact your named contact or
payukstakeholderengagement@wearepay.uk.

9. How will Pay.UK protect confidential information and observe competition law, particularly
in group engagement settings?

Pay.UK takes confidentiality incredibly seriously. In groups settings, Pay.UK will always remind
participants of their responsibilities regarding competition law and provide advice on how to avoid
discussing confidential or privileged information. We encourage all participants to raise any concerns
they might have about confidentiality or competition laws immediately during engagements, so that
corrective action can be taken at the time.

10. Can | use Al to transcribe or record an engagement meeting?

No. Engagements with Pay.UK and at our engagement groups can be sensitive, and we are not able
to conduct security assessments or validate the data storage or processing practices of all Al agents
and tools that are available on the market. For the avoidance of doubt and to protect the integrity of
the market, we do not allow the use of Al agents or tool. We will provide minutes of our engagement
forums where key points, decisions, and actions will be recorded, and these will be shared with
participants for their input, reference, and confirmation.

11. Can you share a recording or transcript of a meeting that | miss?

No. Personal likenesses and images are personally identifiable information and so fall under the
scope of GDPR regulations. We are therefore unable to share recordings of the meetings without
explicit permission from every participantin the meeting, which isimpractical and resource intensive.
Similarly, automated transcripts are subject to a degree of inaccuracy that sits outside of acceptable
tolerance. For the avoidance of doubt and misunderstanding, Pay.UK will only share documented
minutes for review and agreement by meeting participants.
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2026 © Copyright in this document lies with Pay.UK Limited. All rights reserved.

The copyright in this document is owned by Pay.UK Limited. All material, concepts and ideas detailed in
this document are confidential to Pay.UK.

This document shall not be used, disclosed or copied in whole or in part for any purposes unless
specifically approved by Pay.UK.
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