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Executive Summary

Pay.UKsits at the centre of the UK’s retail payments ecosystem. Millions of consumers and businesses
rely on the systems and services we operate every day to pay wages, receive benefits, settle bills and
move money safely and reliably.

Engagement with organisations that support our participants and wider ecosystem is a critical input
into how Pay.UK understands evolving needs, risks and opportunities in payments. This document
explains how we engage with the broader industry and what organisations can expect when engaging
with Pay.UK.

Working together with Pay.UK

We have recently refreshed our engagement approach, and this document sets out how Pay.UK works
with our broader industry to 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 and wider industry engagement
insight informs Pay.UK’s strategic roadmap and priorities.

e Delivery through collaboration - working with our direct participants and wider
ecosystem 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, and ad hoc sessions to achieve this.
This document sits alongside:
o Working together: Pay.UK engagement with direct participants in Bacs, FPS and ICS

e Working together: Pay.UK engagement with end-user organisations

Collectively, these documents describe how Pay.UK balances different stakeholder perspectives
while staying focused on its role in operating and improving the payment systems and services for
which itis responsible.
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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 sit 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.

Pay.UK’s primary engagement is with its direct participants (i.e. those payment service providers that
directly process payments through FPS, Bacs and ICS). However, it is also important that Pay.UK
engages with the broader industry to understand developments across the market, provide
transparency on our activities and leverage this interaction to shape our future direction.

This document sets out how Pay.UK intends to engage with the broader payments industry. It
provides an overview of our engagement approach and what stakeholders can expect from us. It
explains the principles that underpin our engagement and the channels through which we will build
strategic understanding, collaborate where beneficial, and keep stakeholders informed. It also
reflects our commitment to improving the quality and timeliness of the materials and insights we
share.

We will update this guide annually, or sooner if material changes occur within the year. It sits
alongside similar guides for how we will engage with the direct participant community and end-users.

We recognise that engagement must be more than a series of meetings. It must produce better
outcomes for direct participants, 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 Engaging with the broader payments industry

Pay.UK’s primary engagement is with its direct participants (i.e. those payment service providers that
directly process payments through FPS, Bacs and ICS). However, the effectiveness and resilience of
UK retail interbank payments are shaped by a broader ecosystem, including indirect participants,
trade associations, aggregators, technology providers and other stakeholders. Pay.UK therefore also
seeks broader industry views where this helps us understand relevant developments, test our
thinking, and avoid operating in a vacuum.

Perspectives from the broader ecosystem can highlight opportunities, risks, dependencies and
practical considerations that may not be visible through direct participant engagement alone. Taking
these views into account strengthens Pay.UK’s understanding of the wider payments landscape and
supports more informed decision-making in the interests of a resilient and effective payments
ecosystem.

Providing the broader industry with clarity and transparency on our activities also helps stakeholders
understand where Pay.UK’s work may have implications for them, including where it may create
opportunities or require preparation. It also allows stakeholders to raise relevant considerations,
including on access to or overlays on our payment schemes. This supports more joined-up thinking
across the ecosystem and more effective outcomes for UK payments.

This document sets out how Pay.UK intends to engage with the broader payments industry beyond
our core participant base. It provides an overview of our engagement approach, what stakeholders
can expect from us, and how broader industry views can inform our understanding and approach. It
also explains the principles that underpin our engagement and the channels through which we will
build strategic understanding, collaborate where most appropriate, and keep stakeholders informed.

1.1 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. The diagram below shows the
engagement channels relevant to the broader industry (there are a number of channels relevant only
to our direct participants which are not included).

Pay.UK analysis and decision-making

Strategic partnerships and direction

Industry Deli
Quarterly Participants Engagement Forum neu B?)d Y 0 <
- A perational groups
Payments Plus Sut Switching Services Sacs. ICS and FPS
Industry 1S Subgroups - Customer 23, == anc
DT CIO/CTO, . Committees; APPR;
Commercial Sub- CASS, Cash 154, 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.
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1.2 Strategic partnership and direction

Pay.UK undertakes this engagement to build and maintain a strong understanding of industry
developments and relevant stakeholder perspectives, and to provide a proportionate route for
stakeholders to share views on matters that affect the wider ecosystem. Pay.UK will use this
understanding to inform its strategic direction and delivery, helping ensure that its work is grounded
in market realities and supports the best outcomes for the payments ecosystem.

1.2.1 Regular roundtables with stakeholder segments

We will hold regular segment roundtables with relevant parts of the broader payments industry,
including indirect participants, aggregators, technology providers, trade associations and other
organisations that play a role in enabling, supporting or shaping retail interbank payments.

These roundtables will take place every six months and are intended to help Pay.UK better
understand the developments, challenges and opportunities that matter most to each stakeholder
segment. They will also provide transparency on Pay.UK’s work where this may have implications for
stakeholders or create opportunities that are relevant to them. We expect these sessions to operate
at a strategic level and, to keep them manageable, would usually invite one individual per
organisation.

If you would be interested in joining a relevant segment roundtable, please contact the Stakeholder
Engagement Team at payukstakeholderengagement@wearepay.uk, briefly explaining your role and
your organisation’s role in the payments ecosystem.

The roundtables will be organised by stakeholder segment so that organisations with shared interests
or similar roles in the ecosystem can discuss issues that are most relevant to them, supporting more
focused and efficient engagement.

1.2.2 Bilateral engagement

Pay.UK may engage bilaterally with indirect participants, trade associations and other firms in the
wider payments value chain where this is the most effective and proportionate route for a specific
issue or area of work. This reflects our aim to remain informed by relevant external perspectives,
avoid operating in a vacuum, and work with industry where needed to support effective delivery and
the best outcomes for the payments ecosystem.
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2 Delivery through collaboration

Pay.UK will continue to hold topic-specific forums where collaboration with industry is beneficial to
support effective delivery, including understanding the threat landscape, managing resilience
activity, and shaping change initiatives to our products and services. The Terms of Reference for
relevant formal groups will be made available by Pay.UK where applicable. If you are interested in
applying to be a member or are interested in more information on joining our ad hoc groups, please
reach out to payukstakeholderengagement@wearepay.uk.

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).
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.

2.2 Authorised Push Payment Reimbursement Industry Management Group
(APPR IMG)

The APPR IMG provides a forum for organisations subject to SD20 to work collectively with Pay.UK on
the ongoing operational management of the Authorised Push Payment Reimbursement scheme. Its
focus includes the handling and oversight of claims management, supporting a consistent approach
across participating firms, and ensuring that any operational challenges are identified early and
resolved efficiently. It meets monthly and membership is open to all firms within the scope of SD20,
enabling a broad and representative set of voices to shape the scheme’s effective operation.

2.3 Confirmation of Payee Industry Steering Group (CoP ISG)

The CoP ISG oversees the delivery and continuous improvement of the Confirmation of Payee service.
The group works to resolve operational issues, prioritise enhancements, and ensure that the service
continues to meet industry needs as it evolves. Through structured dialogue, members help direct
improvements that enhance performance, usability, and fraud mitigation. Membership is open to all
participants in the Confirmation of Payee scheme. The group meets quarterly.

2.4  Confirmation of Payee Technology Forum

The CoP Technology Forum provides a dedicated space for Pay.UK’s technical teams and scheme
members to collaborate on technical matters relating to the service. This includes discussing
implementation issues, exploring proposed enhancements, and supporting operational stability
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across the ecosystem. The forum enables detailed, hands-on engagement with those delivering and
maintaining CoP solutions, and is open to all scheme members. The forum meets quarterly.

2.5 Ad hocsessions

Delivery may also be supported by ad hoc workshops, working groups, consultations and bilaterals
where needed during the year. These will typically be by invitation and used where they are the most
effective and proportionate route for a particular issue or area of work.

This may include targeted sessions from time to time where Pay.UK seeks views from a specific group
of stakeholders.

2.6  Quarterly update

We will start to publish a quarterly update to support informing the ecosystem later this year. 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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3 Pay.UK’s commitment to stakeholders
We recognise that participant time is valuable and commit to:
e Providing high-quality materials, on time, with clear purpose and decisions sought.

e Beingtransparent about our priorities, decisions and how stakeholder feedback has
informed outcomes.

e Tailoring engagement to the issue at hand and ensuring clear points of contact where
appropriate.

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

o Beingresponsive, acknowledging queries within two working days, stakeholders can reach
out to payukstakeholderengagement@wearepay.uk in the first instance.

4 What do we need from stakeholders?
To support effective engagement, we ask stakeholders to:

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

o 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
approach and priorities.

e Provide feedback through relevant forums, surveys or targeted discussions to help us
continuously improve.

5  Feedback

Pay.UK welcomes feedback to help improve how we engage and to inform our understanding of the
broader payments landscape. We gather insight through roundtables, targeted meetings, workshops
and consultations, using stakeholder views where relevant to shape our approach at the right time.

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, helping
us refine content and delivery.

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

Stakeholders can also contact the Stakeholder Engagement Team to share relevant issues, feedback
or  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 a broad range of stakeholders, while others may need to be
smaller or more targeted depending on the purpose. If you would like to express an interest in
attending one of the forums or sessions noted above, please contact
payukstakeholderengagement@wearepay.uk with a brief explanation of your role and your
organisation’sinterest. Attendance will be considered based on the purpose and scope of the relevant
engagement.

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

This will usually be one representative per organisation, and this will be defined in the relevant Terms
of Reference or invitation.

3. Where can | find the ToRs for each forum?

The Terms of Reference for the relevant meetings will be made available by Pay.UK where applicable
and can be found in the relevant location referenced in invitations or supporting materials.

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. 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 learning more about these schemes or services, please
contact payukstakeholderengagement@wearepay.uk and we will direct you to the most relevant
information.

6. 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.

7. 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 available on the market. For the avoidance of doubt and to protect the integrity of the
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market, participants should not use Al agents or tools to transcribe or record Pay.UK engagement
meetings.

Pay.UK may use recording functionality that utilises Copilot internally to support the preparation of
minutes, meeting documentation and insight. This is used for the benefit of internal colleagues only
and remains subject to Pay.UK’s internal governance, data handling requirements and information
management best practice.

We will continue to provide minutes of our engagement forums, where key points, decisions and
actions will be recorded and shared with participants for input, reference and confirmation.

8. 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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