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Online Banking Frequently Asked Questions
General 

What accounts can I see online?
You can see the following online: 

· International Access Accounts 

· Fixed Deposits

· Equities

· Funds

· Bonds

· Structured Deposits

· Structured Notes

· Safe Keeping

· Debit Cards

However you cannot see any of the following:

· Mortgages

· Loans

· Insurance Products

What can I use Online Banking for?

Online banking allows you to view your accounts and investments outside normal banking hours from your home or workplace.  You can:

· Check your balance

· View the value of your equities and funds 
· Check your transaction history and search for specific transactions

· Transfer money between your accounts held at SCB Jersey

· Make Sterling and International payments

· Place a Foreign Exchange Deal

· Set up a new Fixed Deposit 

· Change maturity instructions for existing Fixed Deposits

· Use Secure Mail to send and receive information about your accounts with total confidence of confidentiality.
· See a consolidated wealth position pulling all your accounts and investments together in one place

Is Online Banking available 24 hours a day?

Online Banking is available 24 hours a day, every day of the year.  
You can make payments, set up and modify your Fixed Deposits and place Foreign Exchange Deals between 03.00hrs and 19.00hrs (GMT/BST) daily.

However, you can send instructions by Secure Mail at any time.

We may occasionally take the service down for maintenance but will do so at non-peak times and only for short periods.  A notice will be posted on the Welcome page for any planned downtime.

Why are my last login details displayed?

These details are displayed for your own security.  The date and time of your last login will be displayed on the Wealth Position Overview page and this cannot be changed or removed.

If you believe that the details of your last login are incorrect, please contact the Online Banking Helpdesk on +44 (0) 1534 704747 immediately.

How much does Online Banking cost to use?

Online Banking is a free service, all you will pay is the normal charge for using the internet.  Payments and Foreign Exchange Deals are subject to our standard charges as contained in our charges tariff.

Can I download my statements?

No.  It is not possible for you to download your statements, however you can use the Print button to print out your transaction history.

How much Transaction History is held?

You will be able to see 12 months transaction history online.

Change Default Currency
You can view your Wealth Position in any currency by selecting a currency from the dropdown list.  

Changing the default currency is for indication purposes only and will not affect the currency on your statement.  

The rate used is updated every 3 minutes throughout the day, however it should not be relied upon for foreign exchange deals. 

If you would like to change the overall default currency that your wealth position is shown in, please contact the Online Banking Helpdesk on +44 (0) 1534 70474 and they will be able to change this for you.

How do I check my account balance?

You can either click on the International Access Accounts menu option on the top left of the screen, or click on the blue International Access Accounts hyperlink in the Accounts and Investment section of the screen.

This will open a list of your accounts and you will be able to see the individual balances of your accounts.

How do I make a Payment or Transfer?

Select either the Internal Transfer, Sterling Payment or International Payment menu options on left of the screen and you will be guided through the process.

Can I change my Unique Client Number?

No, this number is unique to your personal accounts and investments and cannot be changed.
Can I change my Password?

Yes, you can change your Password at any time once you are logged on to Online Banking. 

To do this, select the Change Password option on the left menu.  You will then need to:

· Enter your current password

· Enter your new password

· Re-enter your new password

· Click on the Continue button

You will then see a message confirming that your password has been changed successfully.

Can I change my Memorable Information?

Yes, you can change your Memorable Information at any time once you are logged on to Online Banking.

To do this, select the Change Memorable Info menu option on the left menu.  You will then need to:

· Enter your current memorable information

· Enter your new memorable information

· Re-enter your new memorable information

· Click on the Continue button

You will then see a message confirming that your memorable information has been changed successfully.

Why do I have to accept the Terms & Conditions?

Terms & Conditions explain the basis upon which the online banking service is offered and form part of the bank’s contract with you as our customer. It is important, therefore, that you have an opportunity to read, understand and accept the provisions contained in the Terms & Conditions before using the online banking service. Following your acceptance of the Terms & Conditions, the acknowledgment screen will only reappear if there is a revision to the Terms & Conditions for your further acceptance.

What happens if I don’t accept the Terms & Conditions?

You cannot proceed and use Online Banking.  The system will log you out and you will need to ring the Online Banking Helpdesk on +44 (0) 1534 704747  to re-activate your access. 
Why can I still see my old Debit Card details (i.e. card number etc) online?

This part of the site has not yet been updated, however we will be introducing more changes to this part of the site later in the year.

Why haven’t you changed the Transaction History search pages and the navigation?

This part of the site has not yet been updated, however we will be introducing more changes to this part of the site later in the year.

Fixed Deposits
How do I view my Fixed Deposit details?

You can view your Fixed Deposit details by clicking on View Details icon. 
How can I amend my Fixed Deposit?

You can click on to the Modify Fixed Deposit icon at the side of the Fixed Deposit number and this will allow you to make amendments to the maturity instructions.

What can I amend?

You can amend the related International Access Accounts and the Maturity Instructions online.  
Instructions to amend a Fixed Deposit rolling period instructions must be received by the following deadlines.

For sterling, Euro and US dollar Fixed Deposits, you must notify the bank by 15.00hrs (GMT/BST) at least one business day before the maturity date of the Fixed Deposit.
For all other currencies, you must notify the Bank by 15.00hrs (GMT/BST) at least three business days before the maturity date of the Fixed Deposit.

What happens if I don’t give any instructions or miss the deadlines?

In the absence of any amendment instructions, the Fixed Deposit will be reinvested for a similar term at the prevailing rate of interest on the maturity date.

Can I cancel my Fixed Deposit contract?

If you wish to break your Fixed Deposit contract, you will need to contact your Relationship Manager and a charge will be applied.

Is there a minimum or maximum amount for creating a Fixed Deposit?

You will need a minimum amount of US$25,000 (or currency equivalent) to create a Fixed Deposit for one month or more.  There is no maximum amount.

Where can I find the Fixed Deposit interest rates?

Indication interest rates can be found on our website.  Go to www.standardchartered.com/je and click on the Deposit Accounts link which can be found under the Banking Services heading.  You can then click on the Interest Rates link and view the sterling, US dollar and euro rates.  For any other currency, please contact your Relationship Manager.

What tenors are available?

You can set up a fixed deposit for the following tenors:
1 month

3 months 

6 months

1 year

Can I set up a Fixed Deposit with funds in a different currency?

Yes, but you must already have an International Access Account open in the currency you wish to create the Fixed Deposit in.  If you don’t already have an account open in your chosen currency, please contact your Relationship Manager who will be happy to open an account for you.

At maturity, can I arrange for money to be credited to an account in a different currency?

No, the account that receives the principal and interest from the Fixed Deposit must be in the same currency.
At maturity, can I arrange for the money to be paid to someone else’s account?
Yes however the funds (interest or the principal and interest) will have to be applied to your International Access account and the payment to the third party made from there.
How long will it take to set up a Fixed Deposit?

It depends on the currency of your Fixed Deposit.  If you are setting up a Fixed Deposit in sterling, US dollars or euros, it will be created on the same day.  

If you set up a Fixed Deposit in any other currency, the Fixed Deposit will be set up two Jersey business days later.  

Will my Fixed Deposit show online immediately?

It depends on the currency of your Fixed Deposit.  Fixed Deposits in sterling, US dollars and euros will show online the same day.  For any other currencies, the Fixed Deposit will show as a zero balance until two Jersey business days after the Fixed Deposit was created.

Can I cancel the Fixed Deposit after I have confirmed the transaction online?

No.  The Fixed Deposit will have already been created.  The Fixed Deposit will have to be ‘broken’ to correct any input errors which may attract charges.  Care should be taken to ensure that the details are correct before confirming the Fixed Deposit.

Can I change what happens at maturity of my Fixed Deposit after it has been created?
Yes, you can change the accounts that you want the principal and interest to be paid to, however the accounts will need to be in the same currency as the Fixed Deposit.  You can also change the maturity instructions online.
Instructions to amend a Fixed Deposit rolling period instructions must be received by the following deadlines.

For sterling, Euro and US dollar Fixed Deposits, you must notify the bank by 15.00hrs (GMT/BST) at least one business day before the maturity date of the Fixed Deposit.

For all other currencies, you must notify the Bank by 15.00hrs (GMT/BST) at least three business days before the maturity date of the Fixed Deposit.

Can I pay money out of my Fixed Deposit prior to the maturity date?
No.  If you need to break the Fixed Deposit and release the funds, you will need to contact your Relationship Manager.  Our standard charges will apply for breaking a Fixed Deposit.

Why do I see an error message when I try to amend my Fixed Deposit online?

When we integrated our systems in 2005, some Fixed Deposits did not integrate showing their Tenor/Term.  Therefore, these cannot be modified online and your Relationship Manager will need to modify any maturity instructions for you.

Foreign Exchange
What is a foreign exchange deal?

A foreign exchange deal is a firm commitment to sell one currency for another at an agreed rate on an agreed date.  Deals can only be booked from and to existing accounts.  You will need to have accounts held in both currencies that you wish to deal in – should you wish to book a deal in a currency where you do not already hold an account, please contact your Relationship Manager.

The exchange rates applied to these transactions are updated every 3 minutes.

Is there a maximum or minimum value for a foreign exchange deal?

Yes, there is a maximum amount of US$250,000 or currency equivalent.  For any deals over this amount, please contact your Relationship Manager. There is no minimum value for a foreign exchange deal.

When can I place a foreign exchange deal online?

You can place a foreign exchange deal between 07.30hrs and 16.30hrs (GMT/BST), Monday to Friday.  You will not be able to place a foreign exchange deal outside these hours.

Can I cancel a foreign exchange deal?

You can cancel the transaction at any point up to when you confirm the deal and receive your receipt.  However, once you have committed the transaction, you cannot cancel it.  

How long does it take for the deal to go through?

The funds will leave the account on the same day, however the exchange deal will take two business days to complete and so the funds will be available two days from the deal date.

What is the Value date?

The Value date is the date at which the transaction is completed and the funds are available for use.  This is usually two business days after the Deal date.

Can I make a payment using the funds before the foreign exchange deal is completed?

Please contact your Relationship Manager if you wish to arrange a payment with funds that have not yet cleared.

Can I make a foreign exchange deal to move funds to someone else’s account held at Standard Chartered Bank Jersey?

No, to do this you would need to send an International Payment.

Can I set up a foreign exchange deal for the future?

No, not online, but we do offer this service.  Please contact your Relationship Manager who will be able to assist.

How do I know if the foreign exchange has gone through successfully?

You will receive a receipt with a Reference Number that is unique to the particular deal.

What if I do not have an International Access account open in the currency I require?

Please contact your Relationship Manager who will be happy to set up a new account for you.

Foreign Exchange Contract Details
Foreign Exchange Contract Details

You can review the details of your forward foreign exchange contracts.  You will find any forward contracts on the Wealth Position page under Contracts and Services.
What’s the difference between the Deal Date and the Value Date?

The Deal Date is the date that the deal was set up for you.  The Value Date is the date you wish to execute the deal.

Can I change Forward Contract details online?

No, if you wish to discuss the details of the contract please contact your Relationship Manager.

Can I look at historical contracts?

No, once the deal has been executed the contract details are no longer available.  You will receive a contract note in the post for your records.  Once the deal has been executed you will be able to view the movement of the funds on the transaction history of the accounts involved.

Is the value of the contract included in my balances and total asset calculations?

No, the value of the contract is not included as the cash is still sitting on your account.  Balances will only be affected once the deal is executed.

Sterling Payments
Can I make a Sterling payment?

Yes, you can make a Sterling payment to a UK bank by selecting the Sterling Payment menu option.

Sterling payments arrive at their destination within 24 hours and are subject to our standard payment charges.

Is there a daily payment limit?

Yes. There is a daily payment limit and you will be prohibited from making payments if you exceed the daily transactional security limit.  You will be asked to contact your Relationship Manager if you are experiencing difficulties, who will then assist with the payment.

Can I make a Sterling payment from an account in a different currency?

Yes, you can make payments up to a sterling equivalent limit of US$10,000.  For amounts over this limit, you will need to place a foreign exchange deal to move your funds to a sterling account.  The funds will clear in two Jersey business days and you can then make the sterling payment.

The daily payment limits apply.

Can I make a payment at any time?

You can make payments between 03.00hrs and 19.00hrs (GMT/BST) daily.  

However, you can send payment instructions by Secure Mail at any time.

If you make a payment at the weekend (Saturday or Sunday), the instruction will not be effected until the next business day.  If there a UK Public Bank Holiday, the payment will be made on the following business day.

How do I know that my payment has gone through successfully?

You will be given a reference number on screen once your payment has been successfully completed.

Can I make changes to the payment if I make a mistake?

Yes, you can make changes to the payment online at any point until you click the final Confirm button.

Can I cancel the payment after I’ve confirmed it?

You cannot cancel the payment online but you can call your Relationship Manager to reverse the payment if needed.  There may be an additional charge for this.

Can I arrange a payment for a future date?

No.  It is not possible to set up a forward dated payment online.  For this service, please call your Relationship Manager.

International Payments
Can I make a payment to anywhere in the world?

Yes, you can send payments to banks anywhere in the world.  Before you start, please ensure that you have the full details of the payment you wish to make.  You will need the name of the person that you are making the payment to, together with their account number, name and address of their bank and for payments to Europe the Payees IBAN number.  

Is there a charge for this service?

Yes, our standard payment charges will apply.

Is there a daily payment limit?

Yes. There is a daily payment limit and you will be prohibited from making payments if you exceed the daily transactional security limit.  You will be asked to contact your Relationship Manager if you are experiencing difficulties, who will assist with the payment.

Can I make a payment in a different currency?

Yes, you can make payments for up to US$10,000 or currency equivalent.  For payments over this amount, you will need to place a foreign exchange deal to move your funds into an account in that currency.  The funds will clear in two business days and you can then make the payment.

If you do not have an account in the currency you wish to make the payment in, please contact your Relationship Manager who can arrange to set up an account for you.  
The usual daily payment limits will apply.
Can I make a payment at any time?

You can make payments between 03.00hrs and 19.00hrs (GMT/BST) daily.  

However, you can send payment instructions by Secure Mail at any time.

If you make a payment at the weekend (Saturday or Sunday), the instruction will not be effected until the next business day.  If there a UK Public Bank Holiday, the payment will be made on the following business day.

How do I know that my payment has gone through successfully?

You will be given a reference number on screen once your payment has been successfully completed.

Can I make changes to the payment if I make a mistake?

Yes, you can make changes to the payment online at any point until you click the final Confirm button.

Can I cancel the payment after I’ve confirmed it?

You cannot cancel the payment online but you can call your Relationship Manager to reverse the payment if needed.  There may be an additional charge for this.

Can I arrange a payment for a future date?

No.  It is not possible to set up a forward dated payment online.  For this service, please call your Relationship Manager.

Internal Transfers
Can I transfer money between my accounts?

Yes, you can transfer any amount between your accounts held in the same currency at Standard Chartered Bank Jersey. There is no charge for this service.

If you want to transfer money between your accounts held in a different currency, there is a limit of US$10,000 (or currency equivalent) that you can transfer.  The current prevailing exchange rate will apply.

To transfer amounts above US$10,000 (or currency equivalent) between your accounts, you can use the Place a Foreign Exchange Deal menu option. The current prevailing exchange rate will apply.

Can I transfer money to another person’s account with Standard Chartered Jersey account?

Yes, however you will have to use the Sterling or International Payment service.  The internal transfer facility can only be used to transfer funds between your own accounts.

Can I transfer money to my account held with Standard Chartered Bank locally?

Yes, however you will have to use the Sterling or International Payment service.  The internal transfer facility can only be used to transfer funds between your own accounts.

Can I move money between accounts that are in different currencies?

Yes.  You can move money between accounts in different currencies up to the value of US$10,000.  You will see the exchange rate applied before you confirm the transfer.

If I transfer money between accounts in different currencies, do I get charged for the foreign exchange deal?

Yes, you can see the exchange rate applied before you confirm the transfer.
Is there a minimum or maximum value for transfer online?

There is no minimum, and for transfers between accounts in the same currency there is no maximum value.  If you are transferring between two accounts in different currencies, there is a maximum value of US$10,000 or currency equivalent – for amounts over this amount, you will need to Place a Foreign Exchange Deal.
Will my transfer happen immediately?

Yes, if the transfer between the accounts is in the same currency.  If you are transferring between accounts in two different currencies, the transfer will be completed two Jersey business days from when you submitted the transfer.

Can I make a transfer at any time?

You can make payments between 03.00hrs and 19.00hrs (GMT/BST) daily.  

However, you can send payment instructions by Secure Mail at any time (however please note that these will be actioned during Jersey business hours i.e. 09.00 to 17.00).

If you make a payment at the weekend (Saturday or Sunday), the instruction will not be effected until the next business day.  If there is a UK Public Bank Holiday, the payment will be made on the following business day.
How do I know that my transfer has gone through successfully?

You will be given a reference number on screen once your transfer has been successfully completed.

Can I cancel the payment after I’ve confirmed it?

No, you cannot cancel the transfer online but you can call your Relationship Manager to reverse the transfer if needed.  There may be an additional charge for this.

Can I arrange a transfer for a future date?

No.  It is not possible to set up a forward dated payment online.  For this service, please call your Relationship Manager.
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