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As the recognised operator and standards body 
for the UK’s retail interbank payment systems, 
we enable secure, safe and simple payments for 
the UK’s banks and building societies, payment 
providers and their customers. Our role in moving 
money and getting it to the right place, is a critical 
one for all of our end users and for the smooth 
operation of the UK economy as a whole.

This critical role comes with a high degree of 
responsibility and a need for trust. We have to 
hold ourselves to the highest standard in all 
aspects of our behaviour. We must ensure that our 
valued stakeholder community – our customers, 
regulators, suppliers and wider industry – 
understand and adhere to these standards too. We 
must hold ourselves to account to ensure that we 
always behave in the right way.

This Code of Conduct is not a tick box or a 
compliance exercise. This is about earning and 
maintaining trust and integrity every day in a way 
that is authentic and intuitive. This ethos is the 
foundation on which our company operates. If it 
feels wrong, then it probably is, and you should 
escalate any concerns through your line manager, 
in the first instance.

I encourage you to read and familiarise yourself 
with this document and commit to its spirit and 
intent. This Code of Conduct is not an exhaustive 
list of what is right and wrong, but it is the 
conscience that we should all have in mind as we 
power payments, champion innovation and give 
the UK choice in how it pays.

David Pitt 
Pay.UK CEO

Message from our CEO  
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Our purpose
Resilience, performance, collaboration and confidence - this is the foundation we deliver 
for all who rely on our systems and services. With deep operational expertise and unique 
insight, we help shape the future of payments and support in its delivery.

Our vision
To be the most reliable, efficient and trusted way to move money in the UK. 

Our values
We are transparent

Decision making is 
transparent and we 
trust those 
accountable to deliver

We are respectful

We respect each 
other’s points of view, 
to deliver our purpose 
together

We are inclusive

We look out for each 
other and are inclusive 
of everyone’s views, 
needs and 
circumstances

We are curious 

We take pride in who 
we are, whilst being 
curious as we shape 
the future

We constructively 
challenge 

We are professional 
and respectful as we 
give and receive 
constructive challenge 
to overcome problems

Purpose, vision and values
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Pay.UK operates the UK’s retail interbank payment 
systems: The Bacs Payment System (including 
Direct Debit), the Faster Payment System, the 
Image Clearing System (the digital way to pay and 
clear cheques), and other services. We are trusted 
to move billions of pounds each year. This trust has 
been earned and we want to maintain this trust by 
adherence to our Code of Conduct (Code) and in 
turn support our purpose, vision and values.

Our Code is underpinned by our values which are 
fundamental to how we do business. The Code 
has been developed to help everyone live and 
breathe our values in everything we do. It sets out 
the specific principles that we should demonstrate 
consistently, so our stakeholders know what 
to expect from us, and how we make these 
commitments a reality. 

These commitments set the behaviours by 
which we operate in order to comply with laws, 
regulations and voluntary codes of practice and 
our own internal policies. But more than this, we 
expect our colleagues and anyone working with 
or on our behalf to uphold the highest ethical 
standards and always work in a manner that is 
consistent with our Code. 

Where colleagues are aware of or suspect any 
conduct that breaches the Code or related 
policies, they have a responsibility to immediately 
report such conduct to their line manager or the 
compliance team. Alternatively, colleagues may 
choose to report the conduct via our Ethics Hotline. 

Our Code has the 
following principles:
•	 We do the right thing 

•	 We are open and honest 

•	 We operate responsibly and sustainably

•	 We protect our assets 

•	 We comply with laws and regulations.

This Code applies to those who work for or 
with Pay.UK. This includes permanent and 
fixed term employees, directors, officers, 
interns and secondees (colleagues). It 
also applies to agency workers, agents, 
direct and indirect contractors including 
consultants (partners). 

We encourage our current and prospective 
suppliers, customers and third parties to 
respect the practices outlined in this Code. 
This Code will be made available to them  
to indicate our expectations across our  
key stakeholders.

Introduction and scope 
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Stakeholder engagement is a key contributor 
towards helping us meet our goals. We have an 
open, collaborative and confident approach 
to the conversations we participate in. We 
maintain strong relationships and effective 
coalitions with the industry, our regulators, 
customers, suppliers and third parties. We take 
the time to understand our end users and their 
payments needs.

Colleagues
We are powered by our people and they are at 
the heart of our organisation. Our colleagues 
champion our business and play a pivotal 
role in shaping our organisation. They are at 
the core of everything we do. Our core values 
underpin all aspects of our business strategy. 
They were developed by and for our colleagues 
and provide us all with a firm commitment on 
how we work with each other and with our 
customers.  

Customers 
Our customers are organisations that directly 
or indirectly buy or use our products to deliver 
services to end users. These include: payment 
service providers (PSPs), aggregators, bureaux 
and solutions providers such as suppliers of 
overlay services. When making decisions that 
will impact our customers, colleagues are 
expected to act proportionately, objectively, 
and non-discriminatory (POND) and record the 
rationale supporting the decision making. 

End users 
These are individuals, businesses and  
organisations that make and receive payments, 
which are processed through our payments’ 
platform. Collectively our goals and our work 
drive benefits for end users. We are committed 
to driving better outcomes for all end users. 
To do this we will do what is necessary to 
understand the different groups of end users 
and their payment needs and engage with 
them and their representatives as and when 
appropriate.

Regulators and policy 
makers
These are organisations that set 
regulatory requirements for our 
industry, and specifically Pay.UK. 
The regulators supervise us and we need to 
demonstrate that we adhere to those regulatory 
requirements. Our primary regulators are 
the Bank of England’s Financial Market 
Infrastructure Directorate (FMID), our macropru-
dential regulator, and the Payment Systems 
Regulator (PSR), our economic regulator. We 
interact with our regulators in a responsive, 
open, honest and co-operative way.  We also 
engage with His Majesty’s Treasury (HMT) and 
the Competition and Markets Authority (CMA).

Our stakeholders 
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Suppliers and third parties
Our suppliers and third parties range from 
accountancy firms, banks, law firms, marketing 
agencies, large consultancies, recruitment 
agencies, personal service companies, and IT 
system and hardware providers. 

When engaging with suppliers and third parties 
on behalf of Pay.UK, colleagues and partners 
are expected to always prioritise the interest 
of the organisation over third parties’ interests 
and even their own. We manage our third-party 
risk through the identification, assessment, and 
mitigation of threats to Pay.UK, related to suppliers 
and implement controls for the management of 
our suppliers. We do this in accordance with the 
Bank of England’s requirements on outsourcing 
and third-party risk management.
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We seek at all times to achieve and maintain 
the highest standards of integrity in the way we 
conduct our business. We more than merely 
comply with laws and regulations, we act in a 
manner that builds trust by always doing the 
right thing. We operate in line with our values 
and act ethically and responsibly in order to 
meet end user needs and best support our 
colleagues and customers.

Acting with integrity
We act with integrity in all our business dealings. 
This means being honest, fair and ethical in all 
our actions and treating others with respect and 
dignity. Integrity and openness, as well as good 
corporate governance and behaviours, sit at the 
very heart of all that we do at Pay.UK.

We regularly publish information about our 
organisation in the interests of transparency and  
to ensure that all our stakeholders, partners,  
customers and end users can hold us accountable.  
This includes information about our board 
including the publication of our board minutes.

We also publish corporate information, 
which includes our annual reports, articles of 
association, and the most recent Pay.UK annual 
self-assessment against the Principles for 
Financial Market Infrastructures.

Conflict of interest
We disclose close personal relationships within 
the company and externally that could create 
or be perceived as a conflict of interest, unfair 
advantage or undue influence. Managing 
conflicts of interest allows us to protect the 
reputation of and maximise the credibility of, 
both the company and our colleagues. 

We seek at all times to achieve and maintain 
the highest standards of probity in the way 
we conduct our business. Managing actual or 
perceived conflicts of interest is an important 
part of this process. 

Diversity and inclusion
We respect and enable everyone to thrive and 
feel valued to make a significant difference to 

the UK economy.  Our vision is to facilitate an 
inclusive culture of fairness, where everyone is 
respected and valued. We apply this to all of our 
stakeholders, including end users, recognising 
that different groups, such as the most 
disadvantaged, have different needs.   

We will ensure all colleagues  are treated with 
respect and dignity without favouritism and with 
respect for privacy. We treat colleagues fairly and 
do not tolerate any form of exploitation, bullying, 
harassment, discrimination or victimisation. 

We do the right thing 
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Managing systemic risk and 
resilience 
We manage risks both to the central 
infrastructure and ecosystem, as disruption 
could impact the ability of end users to make 
and receive payments, with a potential impact 
on financial stability. Our Enterprise Risk 
Management Framework informs our collective 
behaviours as a systemic risk manager and 
promotes proactiveness amongst our colleagues 
in identifying, managing and mitigating risks 
across our ecosystem. 

We place significant emphasis on remaining 
‘robust and resilient’ through compliance 
with regulations and proactively responding 
to incidents. As part of this, we focus on 
operational resilience, business continuity and 
crisis management with appropriate controls  
to prevent, adapt to, respond, recover  
and learn from operational disruptions. Our 
colleagues are aware of how their actions, 
behaviours and roles contribute to our risk and 
resilience agenda and are equipped with the  
necessary skills to respond to unexpected 

disruptions on our payments’ platform and 
across the wider organisation. 

Equal opportunities
We promote equal opportunities at all stages 
of our recruitment and selection process and 
ensure colleagues and job applicants receive 
equal treatment regardless of age, disability, 
ethnic or national origins, gender, gender 
reassignment, marital or civil partnership status, 
nationality, pregnancy or maternity status, race, 
religion or belief, sexual orientation or trade 
union membership. 

We remunerate our colleagues fairly in 
accordance with industry standards. We support 
internal promotion and development which 
are conducted on the basis of merit, against 
objective criteria that avoid discrimination.

We consider the interests of all customers, both 
current and potential, when making decisions 
and take steps to ensure we are not favouring the 
needs of certain end-user groups over others. 

 Health and safety

We create a positive work environment and 
reinforce a culture where everyone feels safe, 
respected and supported. We take the necessary 
preventive measures in terms of physical and 
mental health, safety, and improvement of 
colleagues working conditions by promoting 
well-being in the workplace. This provides  
a healthy and safe working environment, 
preventing the risks of occupational injuries 
and diseases, as well as promoting new ways of 
working where possible.

Learning and development
We best serve our end users and customers 
when we develop and maintain the skills, 
capabilities and knowledge needed by 
colleagues to support a high performing 
organisation. We offer colleagues a variety of 
flexible learning and development resources 
on different modalities to suit individuals and 
business needs and encourage and support 
professional development.  
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We build trust through transparency and 
honesty in our interactions with colleagues, 
customers, partners, suppliers, end users, 
regulators and other stakeholders. We are 
committed to bringing our values to life 
through our behaviours. 

Assurance
We operate a three lines of defence model 
to provide independent assurance. We 
act honestly and are transparent in the 
timely provision of accurate information to 
support assurance objectives.

We respect the value and ownership of 
information we receive and do not disclose 
information without the appropriate 
authority to do so. 

Colleague engagement 
We conduct an annual engagement 
survey which provides colleagues with 
the opportunity to voice their views on 
their experiences at Pay.UK and helps us 

to identify improvements. The results are 
benchmarked against industry norms and 
discussed openly at company, executive 
and board level. 

The survey is anonymous and feeds into 
our commitment to create an honest, 
open-minded and transparent organisation. 

Investigations 
We cooperate fully and honestly with any 
inquiry, review, audits or investigation, and 
adhere to instructions from our legal team to  
preserve legal privilege and confidentiality 
or the preservation of documents and 
information. We are forthcoming during 
investigations and do not interfere with the 
process.

When concerns are raised, we conduct 
investigations thoroughly, fairly, with 
discretion and in a timely manner. We 
expect colleagues to also cooperate fully, 
and provide accurate information.

We are open and honest 
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We are committed to operating under robust 
ethical business practices and strive to 
make a positive impact by facilitating social 
and environmental sustainability while 
maintaining our high ethical standards. We 
are committed to working with our suppliers 
and customers to ensure that we are part 
of the UK’s journey to be a greener and 
more equitable world. We drive smarter 
innovation, profitable growth and minimise 
our environmental impacts through our 
Environmental, Social and Governance (ESG) 
commitments. 

Environment
We are committed to preserving the 
natural environment. Our ambition is 
to manage our climate related risks in 
addition to working with our suppliers and 
customers to support their environmental 
commitments.

We aim to be net zero by 2040, and look 
to accelerate this as we mature our ESG 

journey, ahead of the UK government’s 
target of net zero emissions by 2050. We 
will report our environmental performance 
and associated actions in our annual report 
and accounts and any other regulatory 
disclosures.

Social
We are committed to having a positive social 
impact through our employment practices, 
our commitment to diversity and inclusion 
and our charitable and community activities. 

Our people are at the centre of our work, 
and their well-being and development 
are paramount to us.  Our People Strategy 
focuses around three pillars: colleague 
experience, growing potential, and talent 
and leadership.

Our social impact reporting reflects 
our contribution to meeting the needs 
of all end users and our charitable and 
community activities where we have reach 

and impact. We ensure our corporate 
responsibility programme meets the needs 
of our colleagues, customers, end users  
and communities. 

We operate responsibly and sustainably
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We comply with the Equality Act 2010 by regularly 
monitoring pay equality and disclosing and 
reporting on gender pay gap data, in addition we 
have voluntarily adopted the Financial Conduct 
Authority (FCA) diversity targets.

We remain politically impartial and obtain approval 
before making charitable and other contri-
butions or donations on behalf of the company. 
We are committed to corporate charitable giving 
and support employee charitable and volunteer 
initiatives. We give back responsibly to enable 
individuals, businesses and economies to thrive.

Governance 
We are committed to conducting our business 
in a way that is compliant and ethical and in line 
with our organisational values and culture.  We 
have appropriate policies in place to ensure this 
underpins who we are and what we do. We have 
enhanced our internal governance structure 

and embedded a robust framework to monitor, 
escalate, act on and report against our ESG 
commitments to ensure that ESG remains a 
priority for the business. We voluntarily report 
on all relevant Corporate Governance Code 
requirements with as much information about our 
business as possible. 

We have an established board and Audit, Risk, 
Remuneration and Nomination Committees. We 
provide ESG training/up-skilling to executive and 
board members.

We engage with members of the wider industry and 
end users through our Industry Advisory Council 
and our End User Advisory Council to inform our 
strategic and board level decisions. 

We report on all mandatory regulations such as 
Streamlined Energy and Carbon Reporting (SECR), 
the Modern Slavery Act 2015 and the Equality Act 
2010 (Gender Pay Gap Information) Regulations 
2017. 

We continually review our current risk management 
and governance structures to ensure our business 
is compliant and has the necessary safeguards in 
place to mitigate any emerging ESG risks. 
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By protecting our assets, which includes, 
physical and intangible assets such as 
our brand, reputation, data and business 
information, we ensure the security and 
safety of Pay.UK.

Data storage and retention
We ensure all business data is stored 
and preserved in line with business 
requirements and legal/regulatory 
obligations, and is not retained any longer 
than necessary. 

Information security
We protect the confidentiality, integrity and 
availability of our critical business processes 
and information assets. We do this through 
the implementation, management and 
review of appropriate technical and 
non-technical controls and organisational 
measures, with appropriate third-party 
service level agreements in place.

Information management  
and classification
We ensure appropriate levels of protection 
are applied to information assets. We do 
this by maintaining an information asset 
inventory, identifying information owners, 
and classifying information according to 
its sensitivity and the potential business 
impact from unauthorised access, 
disclosure, modification or unavailability. 
We handle information carefully and keep 
commercially-sensitive and personal 
information confidential. 

Physical and environmental 
assets
We prevent unauthorised access and 
damage to our premises through the 
implementation of appropriate physical 
controls to ensure access is monitored and 
restricted to authorised individuals. 

Record keeping
We ensure that all records and reporting 
of information, are accurate, complete, 
honest, timely and a fair representation of 
the facts. 

We protect our assets 
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We strive to uphold both the spirit 
and letter of the law and have zero 
tolerance for any breach of our 
legislative and regulatory obligations. 
We require colleagues and partners to 
comply with and attest to our policies 
and complete annual training for key 
compliance topics such as bribery 
prevention, modern slavery and data 
protection to ensure familiarity with 
laws and regulations applicable to 
Pay.UK. 

Anti-bribery and 
corruption 
We have a zero-tolerance approach 
to bribery and corruption and comply 
with applicable laws on bribery. 
We have established internal rules, 
requirements and policies when 
offering or receiving a gift and/or 
hospitality or benefits. Colleagues 
and partners must not offer, promise 
or give a bribe to another person, 

or to request, agree to receive or 
accept a bribe from another person, 
and individuals may be subject to 
prosecution. We may also be found 
liable if we fail to prevent a bribe by an 
associated person.

We require all colleagues and partners 
to declare gifts and/or hospitality in line 
with our policies and procedures and 
exercise due diligence when dealing 
with third-parties. We do not offer or 
receive anything of value or provide 
any advantage to anyone to influence 
a business decision. 

Anti-facilitation of tax 
evasion
We uphold all laws relevant to 
countering tax evasion and report 
taxes and tax related records in 
accordance with applicable laws.

It is our policy to conduct our 
business in an honest and ethical 

manner. We take a zero-tolerance 
approach to facilitation of tax 
evasion, whether under the UK 
law or any foreign country. We are 
committed to acting professionally, 
fairly and with integrity in all our 
business dealings and relationships 
to counter tax evasion facilitation. 

Competition 
We comply with applicable 
competition and fair-trade laws and 
regulations and avoid agreements or 
practices that may limit competition 
or otherwise inhibit fair competition.  
We do not unduly discriminate against 
or give preferential treatment to a 
customer or a class of customer over 
others. We encourage colleagues and 
partners to discuss matters relating to 
competition law directly with our legal 
team. 

We comply with laws and regulations  
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Data protection 
We comply with data protection laws 
and regulations when processing 
personal data. This includes lawful 
processing, purpose limitation, data 
minimisation, accuracy, storage, 
retention, integrity and accountability. 

Fraud
We maintain and communicate 
appropriate procedures and 
controls to colleagues and establish 
monitoring activity to ensure they 
are observed. We expect colleagues 
and partners to play an active role in 
identifying and escalating fraudulent 
activities. We take appropriate action 
where evidence of fraud or financial  
irregularities are discovered and are 
committed to maintaining open, 
honest and transparent business 
practices. We expect all colleagues 
and partners to be vigilant and 
proactive in identifying irregularities 
and/or fraudulent activities. 

Modern slavery
We comply with and report annually 
on the requirements of the UK 
Modern Slavery Act 2015 with respect 
to human rights and mitigating risks 
of modern slavery. 

We implement controls to ensure 
modern slavery is not taking place 
anywhere in our business or supply 
chains. We publish a Modern 
Slavery Statement on our website 
annually which sets out the steps 
we have taken to prevent and detect 
any incidents of modern slavery 
occurring within our business or 
supply chain.

Sanctions 
Sanctions are imposed by countries 
and international/multinational 
organisations (for example the, UK, 
the United Nations and the European 
Union) on governments, companies  
or individuals as a result of human  
rights violations, threats to  

international peace and security, 
violations of international law, 
serious corruption, organised crime, 
other criminal conduct, and/or to 
help combat terrorism.  The purpose 
of sanctions is to restrict  
the sanctioned entity’s ability to 
trade internationally and access 
external finance.

We comply with the sanctions 
legislation and regularly check 
whether our customers, suppliers 
and third parties are on the list of 
sanctioned entities or individuals 
maintained by the UK, the US and  
the European Union. We do not 
conduct business with  
sanctioned entities.
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Ethics hotline and speaking up 
Safe-to-speak culture
We are committed at all times to 
conducting our business with the 
highest standards of integrity and 
honesty. We promote a culture of 
openness, transparency and trust, 
and try to resolve concerns before 
they escalate. We encourage all 
colleagues and partners to speak 
up and raise any concerns if they 
think something is wrong, illegal, 
unethical or have concerns about 
our conduct or our relationships with 
third parties. All concerns raised are 
treated confidentially, sensitively, 
fairly, promptly and consistently.

We also provide ‘active bystander’ 
training to colleagues to enable them 
to develop the skills and confidence 
to identify, call out and challenge 
behaviours that are unacceptable or 
do not align with our values. This  
 

helps maintain and nurture our 
‘safe-to-speak’ culture.

Reporting concerns
There are different ways in which a 
concern can be raised. Colleagues 
have the option to raise concerns 
internally or they can choose to 
raise concerns via our Ethics Hotline. 
We take every report seriously and 
will investigate as required. Anyone 
who makes a genuine disclosure 
will be treated with fairness and 
will be protected against any form 
of retaliation. A genuine disclosure 
means colleagues and partners have 
provided all the relevant information 
they have and believe the 
information to be true and accurate, 
to the best of their knowledge.

Ethics Hotline
Our Ethics Hotline is a reporting 
mechanism that is available to 

all colleagues and partners as a 
confidential resource to report 
concerns about possible breaches 
of law, our policies or this Code. 
The Ethics Hotline is operated by an 
independent third party with  
professional call handlers and is 
available all year-round. 

Concerns may be expressed 
anonymously if desired. However, 
we encourage individuals to provide 
their details, to obtain further 
information and fully investigate. 

For further information on reporting 
any concerns, please refer to the Pay.
UK Whistleblowing Policy.

Retaliation
We encourage openness and 
will support those who raise 
concerns even if they turn out to be 
unfounded. We are committed 

to making sure no one suffers any 
retaliation or detrimental treatment 
as a result of reporting a genuine 
concern and/or participating in an 
investigation.

Non-compliance 
Any breach of this Code and other 
Pay.UK policies will be investigated in 
line with the Pay.UK Disciplinary Policy 
and may result in disciplinary action 
up to and including dismissal and/or 
prosecution (where appropriate).
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