
 

PAYSEND PLC TERMS OF SERVICE 

MONEY TRANSFERS 

        

           Version: October 2022 

1. General 

(a) The services are provided to you by Paysend plc (“Paysend”) which shall be also referred to as “our”, “we”, 
“us”. 

(b) These Terms of Service (as amended by us from ?me to ?me) apply to the use of your Paysend Wallet, our 
website and the Paysend mobile applica?on (“Mobile App”). You must read them carefully. You may 
request a copy at any ?me.  

(c) These Terms of Service are subject to amendment, modifica?on or dele?on if required by, or found to 
conflict with, applicable law or regula?on, without affec?ng the validity or enforceability of the remaining 
Terms of Service. 

(d) These Terms of Service supersede and replace any terms and condi?ons we have previously issued in 
rela?on to our provision of services to you. 

(e) Our failure to exercise or enforce any right under these Terms of Service shall not be deemed to be a 
waiver of any such right or operate to bar the future exercise or enforcement of such right at any ?me. 

(f) These Terms of Service cons?tute the en?re agreement between you and us with respect to the subject 
maJer of them and supersede and replace all prior agreements between us. 

(g) You understand and confirm that by accep?ng these Terms of Service during the Paysend registra?on 
process on our website or in our Mobile App, you agree to abide by these Terms of Service concerning 
your use of the Service, physical loca?on, and governing laws and regula?ons and our Privacy Policy 
(please see Clause 13 below). 

(h) If there are any errors or omissions in any documents (including, for example, any marke?ng documents, 
any price list, an invoice, or any other document) we have issued or made available to you or any other 
party, we may correct such errors or omissions without any liability (whether in contract, tort (including 
negligence), breach of statutory duty or otherwise) on our part. 

(i) Please disregard the headings of these Terms of Service as they are for your convenience only and do not 
affect the legal meaning and effect of these Terms of Service. 

(j) We may engage the services of one or more affiliates, subsidiaries, agents, or subcontractors to fulfil our 
obliga?ons. 

(k) Where the context of a word allows or requires it, words deno?ng the singular also include the plural and 
vice versa. 

(l) The rights and remedies available to us in these Terms of Service are cumula?ve and are in addi?on to any 
other right or remedy available to us at law or in equity. 

(m) If there is any part of these Terms of Service you do not understand or wish to clarify, please contact us. 
Our contact details are set out below in the “ContacEng Us” sec?on. 



      

2. Your Wallet 

(a) The Wallet represents proprietary soSware owned by us, and you are provided with a limited non-
exclusive licence to use the soSware for the purposes of using our payment processing services subject to 
these Terms of Service.  

(b) The Wallet enables you to pay for goods and services and to transfer funds to bank cards or bank accounts 
of third par?es using your bank card or bank account (hereinaSer - “Funding Source”) linked to the Wallet. 

(c) We do not have access to your Funding Source, and we do not provide any services related to 
establishment, maintenance, and/or support of your Funding Source, including those related to your 
transac?on(s). 

(d) You can view the transac?ons you have carried through your Wallet on our website or via the Mobile App. 

3. Regulatory InformaEon 

(a) Wallet services are provided by Paysend. Paysend safeguards funds received in an external account of a 
financial ins?tu?on. Although we are regulated by the Financial Conduct Authority of the United Kingdom, 
the Wallet and the related payment services are not covered by any Financial Services Compensa?on 
Scheme. No other compensa?on scheme exists to cover losses claimed in connec?on with the Wallet. 

(b) Paysend is a company incorporated in Scotland with company number SC376020 and whose registered 
office Suite 2, Ground Floor, Orchard Brae House, 30 Queensferry Road, Edinburgh, Scotland EH4 2HS. 
Paysend is a U.K. licensed financial ins?tu?on supervised by the U.K. Financial Conduct Authority 
(www.fca.org.uk) under FCA reference number 900004. 

(c) Your Wallet is not issued by a bank. No interest will accrue or be paid on balances held on your Wallet. 

(d) Please note that by agreeing to these Terms of Service you also agree to having any transac?ons you make 
with us being expedited and serviced through our subsidiaries.  

4. ContacEng us 

(a) If you have any ques?ons about these Terms of Service, or any of your dealings with us, you should contact 
us either in wri?ng or by telephone. Our details are set out below. 

Paysend Plc 

Company number: SC376020 
Suite 2, Ground Floor, Orchard Brae House 
30 Queensferry Road 
Edinburgh, Scotland 
EH4 2HS 

Email: help@paysend.com 

(b) If you want a copy of these Terms of Service or any of the other legal documents that relate to the Wallet, 
you should send an email with your request to help@paysend.com. We will deal with your enquiry 
promptly. 

(c) If you have any knowledge or suspicion that your Wallet, or any associated password, has been 
misappropriated or otherwise compromised, please send an email to fm@paysend.com without any delay. 

5. Eligibility for using the Wallet 

(a) Unless waived by Paysend in wri?ng, to apply for and/or use our Wallet you must: 

(i) be at least 18 years old; 

(ii) register for the Wallet in accordance with the instruc?ons set out on the registra?on page of our 
website or Mobile App, including indica?ng your agreement to be bound by these Terms of Service; 
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(iii) be physically present in the territory of the UK or the EEA at the moment of comple?ng your 
transac?ons unless travelling outside of the UK or the EEA on a temporary basis; 

(iv) not be in breach of any of these Terms of Service; 

(v) not be a holder of an opera?onal Wallet or a blocked/suspended Wallet with us; 

(vi)not be a holder of a Wallet that was previously closed by us; and 

(vii) be a resident in a country to which we provide the Wallet service. 

(b)  You must not use your Wallet and/or any other Paysend services if such use would violate the applicable 
laws and regula?ons of your country of residence or the country where you are physically present at the 
?me of comple?ng your transac?on(s). 

6. Applying for your Wallet 



(a) To become a Paysend customer, you must apply for a Wallet by providing all the informa?on requested on 
the registra?on page of our website or Mobile App. You must not apply for more than one Wallet, and we 
may, at our sole discre?on, reject any applica?on. 

(b) You must not provide any false, inaccurate, incomplete or misleading informa?on. 

(c) You may not be able to use the Wallet or any part of its func?onality un?l you have passed our iden?ty and 
security valida?on and verifica?on checks, and provided any informa?on requested in accordance with 
an?-money laundering regula?ons and our internal policies from ?me to ?me.  

(d) You will have to enter the following informa?on into the relevant fields of our applica?on form: full name, 
date of birth, residen?al address, mobile phone number, and email address.  

(e) Once you have provided your informa?on, the informa?on will be automa?cally uploaded into our records, 
and your personal details will be automa?cally screened against the following sanc?ons lists:  

(i) lists administered by the Office of Foreign Assets Control (“OFAC”), including without limita?on, the 
Specifically Designated Na?onals and Blocked Persons list;  

(ii) Her Majesty’s Treasury Department – UK (“HMT”); 

(iii) European Union sanc?ons (“EU”); and   

(iv) United Na?ons sanc?ons (“UN”). 

(f) You must link your Funding Source to your Wallet by following the instruc?ons provided on the website or 
the Mobile App. You must not aJempt to link a Funding Source that is not in your name or which does not 
belong to you. 

(g) Any transac?on ini?ated by you will require that you to provide the following details:  

(i) the Funding Source details; 

(ii) the transac?on amount;  

(iii) the recipient’s full name and bank card details; and 

(iv) any such other informa?on or details as may be required by the recipient financial ins?tu?on.  

(h) If a transac?on amount or the cumula?ve amount of the transac?ons made by you exceeds a threshold 
established by us from ?me to ?me, you will have to provide us with some addi?onal documents and 
informa?on to our full sa?sfac?on, as will be determined by us in our sole discre?on. Such documents and 
informa?on will include, without limita?on, clear color photos or scan copies of your iden?fica?on 
documents, the documents confirming your residence address, and such other documents as we may 
request in our sole discre?on. 

(i) We will accept the following valid documents for the purposes of verifica?on of your iden?ty:  

(i) current signed passport;  

(ii) an EEA Na?onal ID card;  

(iii) a Na?onal ID card bearing your photograph (non- EEA);  

(iv) a Home Office Immigra?on and Na?onality Directorate applica?on card;  

(v) a full EU driving license (Old or new style);  

(vi) a residence permit issued by the Home Office to EEA na?onals on sight of own country passport; or  

(vii) such other document as specified on our website and/or accepted by us.  

(j) We will accept the following valid documents for the purposes of verifica?on of your residence address:  

(i) u?lity bill (gas, electric, satellite, television, landline phone bill) issued within the last three months;  

(ii) local authority council tax bill for the current council tax year;  

(iii) bank, building society or credit card statement or passbook dated not older than three months, 
verified by the issuing organisa?on;  



(iv) current EU Driving license (if not used as proof of iden?ty);  

(v) original mortgage statement from a recognized lender for the last full year;  

(vi) council or housing associa?on rent card or tenancy agreement for the current year; or  

(vii) such other document as specified on our website, in our Mobil App and/or accepted by us.  

(k) The verifica?on documents you provide to us will have to be uploaded by you into our system using the 
relevant func?on of the website or mobile interface, and they will be scanned by our soSware to verify 
that the documents sa?sfy the applicable standard format, MRZ-code is verified, and the relevant photo 
documenta?on has not been graphically altered. If the photos or scan copies of the documents do not pass 
the technical screening, the transac?on will be refused, and you will be denied from using our services. 

(l) We retain the right to at all ?mes request any addi?onal documents and/or informa?on regarding you, 
your transac?on(s) and/or sender and/or recipient of funds of your transac?on. We will decide in our sole 
discre?on whether the documents and/or informa?on provided are sufficient to allow you to use our 
services or any part thereof. 

(m) We may at all ?mes request an update and/or confirma?on of any informa?on and documenta?on you 
have provided to us as frequently as needed for us to follow our internal policies and to comply with the 
applicable laws and regula?ons. 

(n) We may check all personal and iden?ty verifica?on informa?on you give us with credit reference or fraud 
preven?on agencies and other organiza?ons. These agencies may keep a record of your informa?on and 
the searches made. However, we do not perform a credit check and any search is for iden?ty purposes 
only and will be recorded as such. 

(o) We shall keep records of the informa?on and documents we received from you in accordance with all 
applicable legal and regulatory requirements. 

(p) Your Wallet can be denominated in EUR, USD or GBP, chosen by us based on the country code of your 
mobile phone number during the applica?on process. 

(q) We will review your applica?on as soon as possible. It remains in our sole discre?on whether we issue a 
Wallet to you. If your applica?on is approved, we will advise you as soon as possible.  

7. Using your Wallet 

7.1. Wallet’s funcEonality 

(a) You may use your Wallet only for personal purposes. The Wallet cannot be used for business related 
ac?vi?es unless specifically authorised by us. You may request the business use authoriza?on by 
contac?ng our customer support service. 

(b) Upon successful registra?on of your Wallet, you will be able to, subject to the payment of any applicable 
fees and compliance with these Terms of Service, transfer funds to bank cards, bank accounts and/or 
digital wallets of third par?es using your Wallet. 

(c) In some jurisdic?ons funds transferred by you may be received in cash. We determine the list of such 
jurisdic?ons and the requirements applicable to such transfers in our sole discre?on and may change them 
any ?me without any no?fica?on given to you. 

7.2. Unlawful acEviEes 

(a) You are prohibited from using your Wallet for the purposes of legaliza?on of the illegal proceeds, illegal 
ac?vi?es, illegal trade, and any other transac?ons made in viola?on of the applicable laws. 

(b) You will use all reasonable efforts to prevent using your Wallet for illegal trade, illegal financial 
transac?ons, or legaliza?on of illegal proceeds. 

(c) You may not use your Wallet for payment for any of the following products and/or services: 

(i) adult entertainment; 

(ii)pornography; 



(iii)drugs and drug paraphernalia; 

(iv)arms and ammuni?on; 

(v)sexual encounter and related services provided by sexual encounter firms; 

(vi)unlicensed money transmission and financial services; 

(vii)escort services; 

(viii)government grants; 

(ix)home based chari?es (other than any specified chari?es that we may allow you to send payments to 
from ?me to ?me); 

(x)pay day loans; 

(xii) tobacco sales; or 

(xiii) any other products and services related to those listed in Clause 7.2(c)(i) to (xii) above. 
7.3. TransacEons, transacEon limits, and fees 

(a) Your Wallet may be subject to limits associated with the funding and comple?on your transac?ons. 

(b) When you are using your Wallet, you permit us to receive a transfer of funds on your behalf and deduct 
any applicable fees (“Fees”) from those funds for our own account. You should check all the Fees which 
apply to your use of the Wallet. These are set out in the Fees and Limits Table on our website.  

(c) The Wallet enables you to undertake transac?ons online. We impose certain limits (“Limits”) on these 
transac?ons as set out in the Fees and Limits Table. 

(d) You can access informa?on on any transac?on you have made by accessing your Wallet through our 
website and the Mobile App. This will provide you with detailed informa?on, including informa?on on the 
Fees you have paid in rela?on to any transac?on.  

(e) Please note that it may take up to three business days for the funds to be accrued to the recipient’s 
account. If you should require it, we can also confirm the maximum ?me it will take for any transac?on you 
have ini?ated to be executed. 

(f) We will deduct the value of your transac?ons and any applicable Fees from your Funding Source at the 
?me of the transac?on. If you make a transac?on, any applicable Fees will be added to the amount of the 
transac?on so that the total sum of your transac?on amount plus the applicable Fees will be deducted 
from your Funding Source. 

(g) Your bank may apply their own fees to your use of the Wallet and/or transac?on(s). You should check 
those fees prior to using the Wallet and/or comple?ng your transac?on(s) by reques?ng informa?on from 
your bank with reference to your Funding Source. We will not be responsible for any fees imposed by your 
bank or any other bank in connec?on with your use of the Wallet and/or comple?on of any transac?on(s). 

(h) If you make a transac?on that requires one or more currency conversions (for example, because your 
Wallet or your Funding Source is denominated in a currency that is different from the currency in which 
the recipient’s card is nominated), we apply the foreign exchange rate set out in our system on the day of 
the transac?on and which will be displayed in the interface and that you will need to agree to before 
comple?ng the transac?on. 

(i) The exchange rate applicable to each transac?on currency conversion is determined by Paysend and 
depends on the ?me at which a transac?on is executed. 

(j) If: 

(i) the origina?ng currency of a transac?on you make is different to that transac?on’s payout currency; 
and 

(ii) the exchange rate provided by a par?cipa?ng card scheme network differs from the mid-market 
exchange rate by 5% or more, 



Paysend will have the right to adjust the total fees and charges payable by you for that transac?on and you 
will be responsible for the payment of any addi?onal charges and costs. 

(k) If you are aJemp?ng a transac?on or redeeming funds in excess of the available balance on your Funding 
Source at the ?me the request is made plus any applicable Fees, then your request will not be processed. 

(l) In the unlikely event, for any reason whatsoever, a transac?on is completed when there are insufficient 
funds on your Funding Source (a "ShorUall"), the Shorsall shall be reimbursed by you unless it is due to an 
error on the part of the merchant. In these circumstances, we may seek the Shorsall from the merchant.  

(m) Where the Shorsall must be reimbursed by you, you will be required to transfer funds immediately to 
reimburse the nega?ve balance. Un?l we are reimbursed the Shorsall amount, we may suspend your 
Wallet. If we believe the Shorsall has been created inten?onally this will be treated as poten?al Fraud. 

7.4. TransacEon history 

(a) You may check your transac?on history by logging into your Wallet on our website or via the Mobile App. 
We will seek to update your transac?on history near real-?me. Your transac?on history will show: 

(i) the amount of the transac?on shown in the currency in which the transac?on was paid and debited 
to your Funding Source; 

(ii) the foreign exchange rate used for currency conversion where applicable; 

(iii) the amount of Fees for the transac?on; and 

(iv) the date the transac?on is authorised or posted. 

7.5. Expiry, cancellaEon, closure and suspension 
(a) Your Wallet does not expire and will remain valid un?l cancelled by either you or us. Your Wallet may be 

cancelled by us if it stays inac?ve for eighteen (18) consecu?ve months. 

(b) You may close your Wallet at any ?me via the Mobile App or the Paysend website. Alterna?vely, you can 
close your account by giving a no?ce to us in wri?ng via email to help@paysend.com or post to Paysend 
Plc, 20 Garrick Street, Covent Gardens, London, WC2E 9BT, FAO The Accounts Team. 

(c) When your Wallet is cancelled, we will immediately block your Wallet so it cannot be used. You will remain 
liable for all obliga?ons rela?ng to your Wallet even aSer your Wallet has been closed.  

(d) Closing your Wallet does not mean that we delete the personal data that we hold on to you and we will 
con?nue to store such data, including the history of your transac?ons for a minimum period of 5 years as 
required by law. 

(e) If you close your Wallet you will no longer be able to use any of the func?onality of the Wallet. 

(f) We may terminate these Terms of Service and close your Wallet by giving you a two (2) months' no?ce by 
email for any reason. 

(g) We may close your Wallet and terminate these Terms and Condi?on immediately by giving you wriJen 
no?ce: 

(i) if you are in breach these Terms of Service; or 

(ii) if you act in a manner that is threatening or abusive to our staff or any of our representa?ves. 

(h) We may at any ?me suspend, restrict or cancel your Wallet’s func?onality or refuse to reac?vate your 
Wallet if: 

(i) we are concerned about the security of your Wallet; 

(ii) we suspect your Wallet is being used in an unauthorised or fraudulent manner; 

(iii) we suspect that your Funding Source is not issued in your name and/or belongs to a third party; or 

(iv) we need to do so to comply with the law. 

We will tell you as soon as we can before we do this if possible or otherwise immediately aSerwards, 
giving our reasons, unless leung you know would compromise reasonable security measures or be 



otherwise unlawful. We will reac?vate your Wallet or replace it with a new one without undue delay aSer 
the reasons we suspended, restricted or cancelled its use cease to exist. We may also suspend your Wallet 
immediately if we believe it is deliberately being used by you to commit fraud or for other illegal purposes. 
If we do this, we will tell you as soon as we are permiJed to do so. 

(i) Failure to comply with any instruc?ons given or requests made by us in rela?on to the use of the Wallet, 
our services, or any informa?on or documenta?on provided by you to us may result in you being unable to 
use our services. 

(j) We may refuse to process a transac?on: 

(i) if sufficient funds are not loaded on your Funding Source at the ?me of the transac?on to cover the 
amount of the transac?on and any applicable Fees; 

(ii) you fail to pay any applicable Fees; 

(iii)if we have reasonable grounds to believe that you are ac?ng in breach of these Terms of Service 

(iv)if we believe that your transac?on is suspicious or poten?ally illegal (for example, if we believe that 
your transac?on is being made fraudulently); or 

(v)  because of errors, failures (whether mechanical or otherwise) or refusals by merchants. 

(k) If we refuse to process a transac?on because we think it is suspicious or poten?ally illegal, where we are 
permiJed to do so by applicable law, we will contact you by phone. If we refuse to process a transac?on 
for any other reason, we will inform you by email without undue delay and in any event by the end of the 
next business day, giving our reasons and explaining how you can correct any informa?on we hold that led 
to us refusing to process the transac?on, unless informing you would compromise security measures or be 
unlawful. 

7.6. Disputes with Merchants 

If you have any disputes about payments made using your Wallet, you should seJle these with the 
recipients of your transac?ons. We are not responsible for any obliga?on and/or commitment provided or 
made by the recipient of your payment made with your Wallet. Likewise, we are not responsible for the 
quality, safety, legality or any other aspect of any goods or services ordered or purchased using your 
Wallet. Remember that once you have used your Wallet to make a transac?on, we cannot stop or reverse 
it. 

7.7. PromoEon Programs 

We may develop and launch promo?onal programs (“Programs”) that will provide addi?onal benefits to 
you and our other customers. The relevant terms and condi?ons of each Program will be no?fied to you 
separately. To benefit from the Programs you must give your full and uncondi?onal acceptance of the 
relevant Programs’ terms and condi?ons. As part of a Program, we may provide you with promo?onal 
code(s), and you will be able to use such code(s) in accordance with the terms and condi?ons of the 
relevant Programs. 

7.8. No refunds for successful transacEons 

(a) Unless otherwise provided by these Terms of Service, all successful transac?ons shall not be refundable 
under any circumstances, including the termina?on of these Terms of Service for any reason.  

(b) A transac?on shall be considered successful if the transac?on amount (as deducted by our Fees and the 
fees of any other financial ins?tu?ons (if applicable)) has been received by the recipient’s bank or digital 
wallet operator.  

(c) A transac?on shall be considered unsuccessful if the transac?on amount (as deducted by our Fees and the 
fees of any other financial ins?tu?ons (if applicable)) has not been received and/or has been rejected by 
the recipient’s bank or digital wallet operator. Where a transac?on is considered unsuccessful, the en?re 
amount of the unsuccessful transac?on shall be refunded to your Funding Source. 

8. Payment framework 

8.1. Consent 



(a) To carry out a payment transac?on, you must complete a payment order through the Mobile App or the 
Paysend website and authorise and confirm the payment order by using the PIN code, facial recogni?on or 
fingerprint (as applicable). The payment order is completed and sent through the Mobile App or website 
(as applicable). 

(b) The authorised payment order is considered to have been received immediately aSer you have authorised 
it. 

(c) By authorising a payment order through the Mobile App or the Paysend website you irrevocably agree to 
make a payment transac?on that cannot be cancelled. 

8.2. AuthorisaEon and revocaEon of payment orders 

(a) A payment transac?on is deemed to be authorised when it has the consent of the customer expressed in 
accordance with the procedures set out in this Terms of Service. 

(b) Un?l we have received the consent men?oned in the previous Clause 8.2(a), you may revoke it at any ?me 
by contac?ng us before the end of the revoca?on period. Once consent has been received by us, the 
consent will be irrevocable. This means that: 

(i) you cannot revoke payment orders aSer they have been received by us. Payment orders are 
deemed to be received by us on the banking day on which they are received if such receipt occurs 
before 5 p.m. (Madrid ?me), or on the banking day following receipt on a non-working day or 
where such receipt occurs aSer 5 p.m. (Madrid ?me); 

(ii) you cannot revoke payment orders made through a payment ini?a?on service provider or a 
beneficiary once you have given the payment ini?a?on service provider consent to ini?ate the 
payment transac?on or once you have given your consent for the beneficiary to execute the 
payment transac?on to the payee; and 

(iii) where a payment order is revoked and the payment order relates to a series or group of 
transac?ons this will result in the revoca?on of the series or group of consented orders. 

(c) Where a payment order is revoked, we may charge the customer for the reasonable costs caused by the 
revoca?on in accordance with the provisions of the fees. 

8.3. RejecEon of payment orders 

(a) We may refuse or postpone the execu?on of a payment order in the following situa?ons: 

(i) Your Funding Source does not have sufficient funds. 

(ii) You are unable to or refuses to provide us with the informa?on and documents required or 
necessary to execute the order in accordance with our internal control system procedures or in 
accordance with applicable law. 

(iii) Our internal controls would require addi?onal checks that would prevent the immediate execu?on 
of the order. 

(b) Rejected payment orders shall not be deemed to have been received by us for the purposes of execu?on. 
We may block the execu?on of a payment order or to block a customer (“Blocked Customer”) if any 
irregular use of the Services results in an infringement of the condi?ons or fraudulent or unauthorised use 
of your user account with us (whether through the Mobile App or the Paysend website). A Blocked 
Customer will have their account suspended and the Blocked Customer will be unable to complete 
transac?ons. 

(c) We will inform the customer of the refusal, as well as the reasons for the refusal so that the customer can 
correct the error in the shortest possible ?me and, in any case, within execu?on ?me. We may charge the 
customer a reasonable fee, in accordance with the Fees, for this no?fica?on when the refusal was 
objec?vely jus?fied. 

9. Maximum Eme limits for the execuEon of payment orders 



(a) We will respect the following maximum ?me limits for the execu?on of payment orders: 

(i) For payment transac?ons made in euros, we will ensure that the amount of the payment 
transac?on is paid to the account of the payee's payment service provider, at the latest at the end 
of business day following the day on which the payment order is deemed to have been received. 

(ii) For all other payment on account transac?ons, they shall be executed as soon as possible in the role 
of correspondent banks or foreign exchange markets. Without prejudice to the above, for intra 
Community payment transac?ons, the execu?on ?me shall be a maximum of four working days 
from the moment the order is received. 

10. ResponsibiliEes for non-execuEon or parEal execuEon of payment orders 

(a) In the case of payment orders ini?ated by you, we will be responsible against the payer for the correct 
execu?on of the payment transac?on, unless you can demonstrate to the payer and, where applicable, to 
the payment service provider of the payee, that the laJer provider received the amount of the payment 
transac?on. In this case, the provider of payment services of the payee shall be liable to the payee for the 
correct execu?on of the payment transac?on. 

(b) Without prejudice to Clause 10(a), we will not be liable where an execu?on failure or defec?ve execu?on 
of a payment order is caused by erroneous payment order details (including Unique Iden?fier) provided by 
you. Without prejudice to the foregoing, we will (where requested) make reasonable efforts to recover 
funds of the payment transac?on and may charge for the reasonable expenses properly incurred. In such 
cases, the payment order will be deemed to have been properly executed in rela?on to the beneficiary 
specified in the payment order. 

(c) Where an execu?on failure or defec?ve execu?on of a payment order is caused by us, we will refund to 
you without undue delay the amount corresponding to the payment transac?on not executed or executed 
in a defec?ve or erroneous manner by restoring the balance of the payment account to the level it would 
otherwise have been if not for the defec?ve payment transac?on. 

(d) In the case of payment orders ini?ated by you, we will be liable to you for the correct transmission and 
execu?on of the payment order. Where we are liable under this Clause 10(d), we will immediately return 
the amount of the payment order to the service provider of payment by the payer. In par?cular, we will be 
responsible for: 

(i) the correct and ?mely transmission of the payment order from the payment service provider to 
payment by the payer; and 

(ii) the processing of the payment order in accordance with its value date and ?me limits, 

for the availability of funds, once received, to ensure that funds are quickly available to you on the next 
business day on which the payment order is paid. 

(e) If requested, we will carry out immediate efforts to track the payment order and no?fy you without undue 
delay. 

11. Rewards program 

(a) You have a right to par?cipate in the Paysend Rewards Program on the terms and condi?ons set out in this 
Clause 11.  

(b) You will receive a promo?onal code (“Code”) in the interface of your Wallet that you will be able to pass to 
another person who is interested in using Paysend services and becoming our customer or a customer of 
one of our par?cipa?ng affiliates. You can pass the Code to an unlimited number of persons. 

(c) We will open and maintain a rewards account for you that will store the informa?on about your rewards 
balance. Rewards will be denominated and accrued on your rewards account in a funding currency that 
will be determined by us in our sole discre?on depending on your country of residence, your Funding 
Source, and other factors (“Funding Currency”). A reward is not electronic money and simply represents a 
piece of informa?on about poten?al benefits that you may be en?tled to subject always to these Terms of 
Service.  



(d) The rewards cannot be used as a means of payment un?l you cash out your rewards in accordance with 
Clause 11(h) below. Your rewards represent a certain discount for our services that we are willing to grant 
to you for promo?ng our services to third par?es.  

(e) Your reward balance will have an expira?on date and this will affect how long the rewards will be available 
in your bonus account to make an eligible money transfer. 

(f) If you do not make an eligible money transfer for a con?nuous period of 18 months, then on the first day 
aSer this 18-month period, the rewards in your bonus account will be cancelled by Paysend as follows: 

(i) If the balance in your bonus account amounts to the amount set out in Table 1 below (“Specified 
Value”) or greater, then for each calendar month the balance will reduced by Paysend in increments 
that equal the Specified Value un?l the balance reaches zero or you make an eligible money 
transfer. If you make an eligible money transfer during this ?me, the rewards will remain in your 
bonus account for a period of 18 months. 

(ii) If the balance in your bonus account amounts to less than the Specified Value, the rewards cannot 
be withdrawn or used by you. These will be automa?cally cancelled from your bonus account and 
set to zero. 

Table 1 

(iii) If, during the 18-month period, you do make an eligible money transfer, then the rewards (so long 
as they are not less than the Specified Value), will remain in your bonus account for a period of 18 
months from the date of the eligible money transfer. 

(iv) If you earn addi?onal rewards so that the balance of your bonus account exceeds the Specified 
Value, Clause (g)(i) will apply. 

(g) If a new customer of ours or a new customer of one of our par?cipa?ng affiliates (“New Customer”) enters 
the Code while comple?ng the first transac?on, our fee for such transac?on will be waived automa?cally. 

You will receive rewards for twelve remiJances made by the New Customer with a fee paid to us star?ng 
from the second remiJance within the first twelve months aSer the New Customer’s registra?on with us in 
the “Applicable Amount” set out in Table 2 below, this being for each funds transfer depending on your 
Wallet’s country of registra?on that is defined by the area code of your cell phone linked to your Wallet. 
Only fund transfers made to other individuals (not merchants or en??es) with a service fee paid to us are 
qualified for rewards. 

Table 2 

(h) You will be able to cash out your rewards in your Funding Currency on the following terms and condi?ons: 

(i) funds will be transferred to your bank card; 

(ii) the “Minimum TransacEon Amount” which you can cash out from your rewards per calendar year 
is set out in Table 3 below. 

Table 3 

and 

(iii) the “Maximum TransacEon Amount” which you can cash out from your rewards per calendar year 
is set out in Table 4 below. 

Specified Value means: Five pounds sterling (£5.00)

Applicable Amount means: One pound sterling (£1.00)

Minimum TransacEon Amount means: Five pounds sterling (£5.00)



Table 4 

(i) You will not be able to accumulate rewards for more than the total amount specified in Clause 11(h)(iii) 
per calendar year unless you have properly passed our customer due diligence procedures, including 
those men?oned in Clause 6, in which case you may accumulate up to: five hundred pounds sterling 
(£500.00); or their equivalent in the other currency as decided by us (at our sole discre?on) on your 
rewards account per calendar year. You will not be able to receive rewards for a transac?on completed by 
New Customer free of charge (for instance, by using a promocode or otherwise). The relevant currency 
and rate will be chosen by us in our sole discre?on. 

(j) You are solely responsible for your financial and/or tax liability which may arise from your par?cipa?on in 
the Paysend Rewards Program. We are not your financial or tax advisor or agent and we will not deduct or 
pay any taxes due to be paid by you from the rewards amount received by you in any tax repor?ng period. 

12. Security, unauthorised and incorrectly executed transacEons 

12.1. Security 

If you have any indica?on or suspicion that your Wallet, password, or other security details are lost, stolen, 
misappropriated, used without authorisa?on or otherwise compromised, you should change your 
password and contact us immediately. Any delay in no?fying us may result in you being liable for any 
losses. 

12.2. IdenEty 

(a) It is your responsibility to keep your iden?fica?on, security informa?on, password, security ques?ons and 
answers and other informa?on specific to your Wallet confiden?al and never disclose them to anyone. 
Should another person gain access to your Wallet by passing all iden?fica?on and security valida?on and 
verifica?on checks, we may be en?tled to treat any transac?on or other transac?on conducted by that 
person as valid and authorised by you and may not be responsible for any loss or damage you may incur as 
a result. 

(b) If you think a transac?on was not authorised by you has been processed or has been incorrectly executed 
you must contact us without undue delay on becoming aware of it and at the very latest within 13 months 
of the debit date. You may be required to complete and return a declara?on form to us promptly. We will 
refund any unauthorised transac?on without undue delay and restore your Wallet to the state it would 
have been in if the unauthorised transac?on had not taken place immediately unless we have any reason 
to believe that the incident may have been caused by your breach of these Terms of Service, your gross 
negligence or if we have reasonable grounds to suspect that it has been caused by your fraudulent ac?vity. 

(c) When you no?fy us of an incorrectly executed transac?on, we will inves?gate the circumstances. If you ask 
us to, we will make immediate efforts to trace the transac?on and will no?fy you of the outcome. We are 
liable for the correct execu?on of the transac?ons and any charges and interest that you must pay because 
of the non-execu?on of the transac?on unless we can prove that the transac?on was received by the 
intended recipient. If our inves?ga?on shows that the amount of the transac?on was not received by the 
intended recipient, we will refund the difference to you without undue delay and restore your Wallet to 
the state in which it would have been had the defec?ve payment transac?on not taken place. We are not 
liable to you if you incorrectly iden?fy the intended recipient, including any merchant, under a transac?on, 
but in such a case we will make reasonable efforts to recover the funds involved. 

(d) You are responsible for the correctness of the transac?on informa?on provided by you to us, including 
without limita?on the details of the Funding Source, name and other informa?on of the recipient, 
recipient’s card or bank account, transac?on amount, transac?on currency, and any other informa?on 
provided to us while comple?ng your transac?on (“TransacEon InformaEon”). We cannot predict or 
guarantee the results of any transac?on aJempted or completed based on incorrect Transac?on 
Informa?on. We will not be liable to you for non-performance or improper performance of our obliga?ons 
under this Agreement if you provide us with incorrect and/or insufficient Transac?on Informa?on. 

Maximum TransacEon Amount means: Eighty-eight pounds sterling (£88.00)



12.3. InvesEgaEons 

If our inves?ga?ons show that a transac?on reported by you as unauthorised or incorrectly executed was 
in fact authorised by you, or you have acted fraudulently or with gross negligence (for example, by failing 
to keep your security informa?on secure), we may reverse any refund made and you may be liable for any 
and all loss we suffer from your use of the Wallet. 

13. Privacy 

(a) Our Privacy Policy (as amended from ?me to ?me) forms an integral part of these Terms of Service and 
shall have effect as if set out in full in the body of these Terms of Service. In applying for the Wallet and 
using it, you agree that we can use your personal informa?on in accordance with our Privacy Policy. Our 
Privacy Policy is available on our website and Mobile App and includes details of the personal informa?on 
that we collect, how it will be used, and who we share it with. A copy of our Privacy Policy is available 
from: 

hJps://cdn.paysend.com/web/docs/paysend_plc_privacy_policy_en.pdf 

(b) By using the Wallet at merchants to make a payment, you also consent to the use of your personal 
informa?on as required to execute the payment in accordance with regulatory requirements. Depending 
on where you use your bank card, this may include a processing of your informa?on outside of the EEA. 

14. Our liability 

(a) Any liability on our part in connec?on with these Terms of Service shall be subject to the exclusions and 
limita?ons set out in this Clause 14. 

(b) We will not be liable for any damages (including, without limita?on, lost profits, business interrup?on, or 
loss of use or corrup?on of soSware, data or informa?on, loss of goodwill, loss of an?cipated savings, loss 
of business opportunity) rising out of your use of or inability to use the Wallet, our website, the Mobile 
App, any other services provided by us or any part thereof, even if we have been advised of the possibility 
of such damages. In no event will we be liable for any loss of data or for any indirect, special, incidental, 
consequen?al (including lost profit), or other damages whether these are based in contract, tort (including 
negligence), misrepresenta?on, res?tu?on or otherwise. We will have no liability with respect to the 
content of the Wallet, our website, the Mobile App, or any other services provided by us or any part 
thereof, including any errors or omissions contained in them, libel, infringements of rights of publicity, 
privacy, trademark rights, business interrup?on, personal injury, loss of privacy, moral rights, the disclosure 
of confiden?al informa?on or damage to tangible property or data (including loss of property or loss of use 
of tangible property or data.  

(c) Without prejudice to the generality of Clause 14(b), we will not be liable for the goods or services that you 
purchase with your Wallet. 

(d) From ?me to ?me, your ability to use your Wallet may be interrupted (e.g., when we conduct 
maintenance). If this happens, you may be unable to: 

(i) load your Wallet; and/or 

(ii)use your Wallet to pay for purchases; and/or 

(iii) obtain informa?on about the funds available in your Wallet and/or about your recent transac?ons. 

(e) Where sums are incorrectly deducted from your Wallet our aggregate liability shall be limited to payment 
to you of an equivalent amount. In all other circumstances our aggregate liability for any loss, damage or 
other liability, whether in contract, tort (including negligence), breach of statutory duty or otherwise, 
arising under or in connec?on with these Terms of Service (including our provision, and your use of the 
Wallet, our website, the Mobile App, any other services provided by us or any part thereof) shall in all 
circumstances be limited to £1,000 (one thousand pounds sterling). Your rights as a consumer are not 
affected. 

(f) The exclusions in this Clause 14 shall apply to the fullest extent permissible at law, but we do not exclude 
liability for: 

(i) death or personal injury caused by our negligence, our officers, employees, contractors or agents; 

https://cdn.paysend.com/web/docs/paysend_plc_privacy_policy_en.pdf


(ii) fraud or fraudulent misrepresenta?on; or 

(iii) any other liability which may not be excluded by law. 

(g) This Clause 14 shall survive termina?on of these Terms of Service. 

15. Complaints 

(a) We have established, implemented and maintain a complaints procedure in accordance with the FCA 
Rules. If you are unhappy in any way with your Wallet or the way it is managed or have any other 
complaints in connec?on with it, please tell us first by contac?ng us so that we can inves?gate the 
circumstances for you. We will endeavor to deal with your complaint quickly and fairly and will no?fy you 
of the outcome of our inves?ga?on. 

(b) If you would like a copy of our internal complaint handling procedures, please contact us. If, at the end of 
the procedures, you are s?ll unhappy, you can refer your complaint to the Financial Ombudsman Service 
(FOS) at Exchange Tower, London E14 9SR. Telephone: 0800 023 4567 or 0300 123 9123 and e-mail: 
complaint.info@financial-ombudsman.org.uk. 

(c) In addi?on to this, in case of complaints you can go to our website or to send us an email at 
help@paysend.com. 

16. Your details 

(a) You must let us know as soon as possible if you change your name, address, phone number or email 
address. If we contact you in rela?on to your Wallet, for example, to no?fy you that we have cancelled 
your Wallet, we will use the most recent contact details you have provided to us. We will not be liable to 
you if your contact details have changed and you have not told us. 

(b) We may send communica?ons and no?ces to you at the phone number or email address you provided to 
us during the registra?on process (or as updated subsequently by you). All communica?ons and no?ces by 
either party under these Terms of Service by email shall be deemed given on the day the message is sent, 
unless the sending party receives an electronic indica?on that the message was not delivered. 

17. Changes to these Terms of Service 

(a) We may find it necessary to change these Terms of Service from ?me to ?me and will no?fy you at least 2 
months in advance of the date on which the changes are due to take effect. We will no?fy you by sending 
you an email advising that we have posted details of the changes on our website or in your web or mobile 
Wallet interface. 

(b) Your con?nued use of the Wallet aSer the date the changes take effect (as no?fied to you) shall cons?tute 
your acceptance of such changes to these Terms of Service. You may review the current Terms of Service at 
any ?me on the website. 

(c) Should you wish not to be bound by any new Terms of Service, you must tell us that you do not agree to 
the change within the two months otherwise you will be deemed to have accepted the new Terms of 
Service. We will treat such a no?ce from you as no?fica?on that you wish to terminate this agreement. In 
such circumstances we will close your Wallet as soon as prac?cable. 

18. Assignment 

These Terms of Service are personal to you and you may not assign or otherwise transfer your rights and 
obliga?ons under them. We may assign or transfer the benefit and burden of these Terms of Service to 
another en?ty at any ?me, on giving you a two months' prior no?ce of this. If we do this, your rights will 
not be affected. 

19. Governing law and language 

(a) These Terms of Service will be governed by the English law. All disputes arising out of or rela?ng to these 
Terms of Service shall be resolved by the English Courts. 

(b) This Agreement is concluded in English. All communica?ons with you will be in English.

mailto:complaint.info@financial-ombudsman.org.uk

