TERMS AND CONDITIONS
Money Transfers to India – Account Holder
These terms and conditions (“Terms and Conditions”) apply to the “HomeVantage Current Account” should be read in
conjunction with the Personal Banking Terms and Conditions, Mobile Banking Service Terms and Conditions, Debit
Card Terms and Conditions, Internet Banking Terms and Conditions, our Privacy Policy, Website Terms of Use, the
Terms on the Account opening form(s) and the Remittance Form. In case of any discrepancy between these Terms and
Conditions and the terms and conditions mentioned above, these Terms and Conditions will prevail.
ICICI Bank UK PLC is authorized by the Prudential Regulation Authority and regulated by the Financial Conduct Authority
and Prudential Regulation Authority (Registration Number 223268). It is subject to the laws of England and Wales. Its
registered office is One Thomas More Square, London E1W 1YN.
If you do not understand the Terms and Conditions, then please contact us for further information. For your own benefit
you should read these Terms and Conditions carefully and retain a copy for future reference.

Money Transfers to India
1.
1.1

Definitions
In this Terms and Conditions, the following words and phrases will have the meanings as assigned below:
“Account” means the HomeVantage Current Account you hold with us.
“Beneficiary” means a person to whom you would like to transfer funds using the Service.
“Beneficiary Bank” means a bank in India with which the Registered Beneficiary holds an account.
“Business day” means a day (other than a Saturday and Sunday) on which banks are open for general business in
the United Kingdom, United States of America, and India.
”Charges” means the amount charged by us for providing the Service to you.
“Chip and PIN Debit Card” in relation to a Transfer using a debit card means a debit card that has a built-in electronic
chip and with which a transaction can only be authenticated using a PIN.
“Future Dated Transfer” means a request placed in advance, to be processed on the Business Day on which you
have instructed us to process the Transfer.
“Pay now requests” means requests which will be processed as soon as the Transfer details are confirmed by you
online.
“Rate Block” means the minimum rate at which you process a Transfer.
“Registered Beneficiary” means a person who has been registered by you with us and nominated by you to receive
payments through the Service.
“Service” in the context of Transfers, means the money transfer to India service offered by us to you by which
money may be sent to a Registered Beneficiary.
“Service Assurance” means the payment that we provide if a Transfer does not get completed or made within the
Transfer Time as provided in paragraph 5 subject to the conditions provided in that clause.

“Standing Instruction” means an order you give us to process a Transfer at regular intervals.
“Transaction Reference” means an identification number which will be issued and displayed to you upon
confirmation of a Transfer and using which you can track the status of a Transfer.
“Transaction Receipt” means, for Transfers done using a debit card, the printed electronic receipt containing the
date and amount of the Transfer, an identification number and a merchant identification number generated by the
relevant point of sale terminal.
“Transfer” means the payment of funds authorized by you through the Service which are delivered to the
Registered Beneficiary as per your instructions.
“Transfer Time” means the number of Business Days taken to transfer the funds to the Registered Beneficiary’s
account held with the Beneficiary Bank.
“Website” means our website www.icicibank.co.uk.
“We” in the context of this Service means ICICI Bank UK PLC
“You” in the context of this Service means a person who holds an Account with us and uses the Service.

2.

Use of the Service
2.1

3.

You may make a Transfer in the following ways:
a.

By visiting one of our branches;

b.

Through phone: You may use this facility by calling us 24x7 on 0344 412 4444 (calls to this number
use free plan minutes if available, otherwise they cost the same as 01/02 prefix calls).

c.

Through our internet banking service.

d.

Using a Non ICICI Bank GBP Chip and PIN Debit Card through our internet banking service or our
UK branches.

e.

Through our mobile banking app.

Registration for using the Service
3.1

You may register to use the Service in the following ways:
a.

By visiting the branch and through a debit card: You will need to complete the designated
remittance form at any of our branches. Once we process your registration request successfully,
we will provide you with a remittance ID number confirming your status as a user of the Service.

b.

Telephone: You will need to sign the telecommunications mandate and agree to its terms and
conditions. You may not register a Beneficiary by telephone except for your own Account held
with ICICI Bank Ltd., India. No remittance ID is provided.

c.

Online: You will need to log in to your current account you hold with us and follow the instructions
under the ‘remittance’ section to fill the form online.

4.

Registered Beneficiary Details
4.1

Where the Beneficiary is an account holder of ICICI Bank Limited, India, you will have to provide us with
the account number and the type of account the Beneficiary holds.

4.2

Where the Beneficiary is not an account holder of ICICI Bank Limited, India, you will have to provide us
with the name of the Beneficiary’s bank along with the complete branch address with postal code, IFSC
code and the account number together with the type of the account. If you require the Transfer to be made
by a demand draft, complete postal address of the Beneficiary will be required.

4.3

Where the Beneficiary holds a no frills savings account (‘small account’ as defined by the Reserve Bank of
India) in India, Beneficiary registration will be rejected and the Transfer will not be processed as the
Reserve Bank of India restricts the credit of foreign remittances to such types of account.

4.4

You may be required to provide us with certain additional details for each of the Registered Beneficiaries.

4.5

Transfers using the phone may be sent only to Registered Beneficiaries or to your personal bank account
with ICICI Bank Ltd., India. The Beneficiary may have been registered through branch, telephone banking
or internet banking and a request for registering a new Beneficiary other than to your own account with
ICICI Bank Ltd, India will not be accepted through telephone banking.

4.6

Transfer request via telephone banking will be rejected if the Beneficiary is not registered or if the
Beneficiary’s account is a non-individual account. An email communication of such rejection will be sent
to you within three Business Days of the rejection.

4.7

For online Transfers, processing the Beneficiary registration requests involves conducting Know Your
Customer and Anti-Money Laundering checks as required by applicable laws and we may ask you for
further information.

4.8

You need to complete the registration process once for each Beneficiary and there is no limit on the
number of Beneficiaries that may be registered.

4.9

If you use the Service online to make a Transfer, you may check the registration status of each Beneficiary
submitted to us for registration by logging onto your Account online and viewing the list of Registered
Beneficiaries.

4.10 You are responsible for ensuring that the Beneficiary data provided to us is complete and accurate. If you
refuse or fail to provide correct, accurate and updated data for the Beneficiary, we may decline the request
to register such a Beneficiary under the Service.
4.11 We may refuse to provide the Service without giving a reason, in particular to prevent money laundering,
fraud or terrorist financing.
4.12 You should ensure that details of all Registered Beneficiaries are updated prior to processing of any
Transfer.

5.

The Service, Service Assurance, payment methods and Transfer Times.
5.1

You may make a Transfer to a Registered Beneficiary who can receive foreign inward remittance in
accordance with Reserve Bank of India guidelines.

5.2

You may use the Service only to make Transfers to India with the originating currency being GBP and the
disbursing currency (the currency in which the Registered Beneficiary will receive the funds) in INR.

5.3

You can make a Transfer using the Service by:
a.

Cash

b.

Cheque

c.

Account debit

d.

Debit Cards - Only the cards that comply with the details mentioned below may be used for the
Transfer:
i.

The card must be a GBP Chip and PIN Debit Card.

ii.

The card must be a non-ICICI Bank debit card.

iii.

Magnetic strip cards without a chip may not be used for a Transfer.

iv.

Credit Cards may not be used for a Transfer.

v.

The card must be your personal debit card.

vi.

3d secure required for online authentication.

5.4

Please note that if payment is deposited by cash or cheque, we will first credit such payment to your
Account. The Account will then be debited to process the Transfer.

5.5

We will transfer the funds to the Registered Beneficiary in accordance with the payment method chosen
by you and for each Transfer, you must inform us of the amount in GBP.

Payment type

Mode of
making a
request for
transfer

Cut off time for
giving
instructions to us
on a business day

Time taken by us
to send money to
the Beneficiary
Bank*

Service
Assurance
***

Insta transfer
(transfer to Accounts held with
ICICI Bank, India)

Branch, call
centre

3:00 pm UK
time

4-24 hours from
placing a transfer
request

5 pence for every
£10 transferred

NEFT, RTGS, IMPS****
(electronic funds transfer to nonICICI Bank)**

Branch, call
centre

3:00 pm UK
time

NEFT, RTGS, IMPS****
(electronic funds transfer to nonICICI Bank)

Online &
Mobile App

Instant credit to Accounts held
with ICICI Bank Limited, India

Online &
Mobile App

1 business day

5 pence for every
£10 transferred

Anytime

1 business day

5 pence for every
£10 transferred

Anytime

Instant

5 pence for every
£10 transferred

*To avoid any doubt, the Transfer Time will exclude the time taken by us to register the Beneficiary as explained in
clause 1.4. Please note that the time lines are subject to Business Days in the United Kingdom, United States of
America, and India
**Banks participating in an electronic funds transfer facility offered by Reserve Bank of India (Details of participating
Banks are available on request in our Branches).
***The payment under the Service Assurance will be made in GBP. You will receive payment by way of credit in your
HVCA Account with us within seven Business Days from the date of credit to your Beneficiary’s account. The payment
made to you will be 5 pence for every £10 transferred, subject to a minimum of £1 and maximum of £50.
****If the funds have not been successfully cleared while processing INR payments, we may re-attempt to push the
funds using National Electronic Funds Transfer (NEFT) and this may take up to 5 Business days to receive the credit.

5.6

You may have to pay the Charges, if any, applied by the Beneficiary Bank and we may not be aware of
these charges. Such charges may be deducted by the Beneficiary Bank from the amount that is transferred
to the Registered Beneficiary.

5.7

Once you have confirmed the Transfer, a Transaction Reference for it will be issued to you.

5.8

Our Charges for processing the Transfer are as per the Rates and Charges leaflet available at your request
at any branch. You can also view the transaction limits and Charges on our Website.
(https://www.icicibank.co.uk/personal/money-to-india.page#toptitle)

5.9

You will be provided with a time stamp at the time of placing the request for a Transfer in the following
cases:
a.

Transfer requests placed at the branch: Time stamp will be provided manually on the receipt of
transaction issued to you after accepting the request for Transfer;

b.

Remittance requests through phone: Time of request will be communicated to you by our
representative at the time of placing the request for the Transfer. We recommend you check that
the time stamp is accurate on the Transaction Receipt.

5.10 The Service Assurance will not apply in the following circumstances:
a.

You provide incorrect/ incomplete transaction details and/ or incorrect Beneficiary details;

b.

The Beneficiary’s account is not valid;

c.

There is a system failure, technical error and/ or delay on the part of intermediary banks or
Beneficiary Bank in crediting the Registered Beneficiary’s account;

d.

The circumstances are beyond our reasonable control and all efforts have been made by us,
whether caused by strikes, power failures, equipment malfunctions, acts or omissions of any
intermediary bank, war, riots (or threats of war or riots), governmental or court orders, or work
stoppages;

e.

Your Account is not active;

f.

The Registered Beneficiary’s account cannot receive foreign inward remittances in accordance
with Reserve Bank of India guidelines;

g.

Additional documents or information are required by the Beneficiary bank for processing the
transaction;

h.

All Transfers rejected by the Beneficiary Bank

i.

All Transfers that are cancelled by you.

5.11 Transfers through internet banking and mobile banking app
a.

For Transfers through our mobile banking app service please refer to the Mobile Banking Service
Terms and Conditions.

b.

Transfer instructions through internet banking may be in the following forms: Pay now:
i.

All Pay Now Requests will be processed as soon as the Transfer details are confirmed by
you online. Your Account will be debited once you have confirmed the Transfer.

ii.

Pay Now Requests will be executed at the exchange rate applicable at the time the Transfer
is confirmed by you. Pay Now Requests may be set in GBP or INR. A request set in GBP
will define the exact amount to be debited from your Account. A request set in INR will
define the exact amount to be credited to your Registered Beneficiary’s account in India.
For instructions in INR, the amount debited from your Account will be determined by the
INR/ GBP exchange rate (being offered by us) up to five decimal places.
For requests set in INR, the equivalent GBP amount will be calculated at the exchange rate
being offered by us and debited from your Account, subject to the daily online transaction
limit.

iii.

Future Dated Transfer:
i.

A Future Dated Transfer request will be processed on the date on which you have instructed us to
process the Transfer. The Transfer will be processed by the close of business on that Business
Day.

ii.

Future Dated Transfer requests will be executed at the exchange rate applicable at the time the
Transfer is processed. The rate applied may or may not be the highest exchange rate for the day.
The applicable exchange rate will be inclusive of all promotional offers (if any) valid at the time of
processing the Transfer.

iii.

Future Dated Transfer requests may be set in GBP or INR. A request set in GBP will define the
exact amount to be debited from your Account. A request set in INR will define the exact amount
to be credited to the Registered Beneficiary’s account in India. For requests in INR, the amount
debited from your Account will be determined by the INR-GBP exchange rate up to five decimal
places.

iv.

For requests set in INR, the equivalent GBP amount will be calculated at the applicable exchange
rate and debited from your Account, subject to the daily online transaction limit.

v.

Future Dated Transfer requests will not be processed if your Account does not have a sufficient
cleared balance or you have used all the daily online transaction limit (cumulative of all Transfers
processed on the day). The status and details of your Transfer request may be viewed on the
Transfer history page of your internet banking (link available on your internet banking, which
displays history of your Transfers to India).

vi.

The cumulative sum of the transactions scheduled on a given day will be matched against the
daily online limit and the funds available in your Account and where you have multiple and varying
transactions scheduled on a given day, any one or more may be rejected.

vii.

A Future Dated Transfer request (which is in ‘active’ status) may be deleted before 00:00 UK time
on the date for which it has been scheduled. A Future Dated Transfer request will be automatically
deleted if the Beneficiary to whom it has been set is deleted.

viii. Service Assurance is applicable to all Transfer requests from the time they are accepted for
processing.
Standing Instruction:
i.

A Standing Instruction will be processed depending on the following:
A.

The date for which it has been scheduled;

B.

The frequency of Transfers (every seven days, every 15 days, every month, every
two months, every quarter, every six months) and

C. The number of times the

Transfer is required.
ii.

The Transfer will be processed by the close of business on that Business Day.

iii.

Standing Instructions will be executed at the exchange rate applicable at the time and Transfer is
processed. The rate applied may or may not be the highest exchange rate for the day. The
applicable exchange rate will be inclusive of all promotional offers (if any) valid at the time of
processing.

iv.

Standing Instructions may be set in GBP or INR. A request set in GBP will define the exact amount
to be debited from your Account. A request set in INR will define the exact amount to be credited
to your beneficiary’s account in India. For instructions in INR, the amount debited from your
Account will be determined by the INR-GBP exchange rate up to five decimal places.
For requests set in INR, the equivalent GBP amount will be calculated at the applicable exchange
rate and debited from your Account, subject to the daily online transaction limit.

v.

vi.

Standing Instructions will not be processed if your Account does not have a sufficient cleared
balance or you have used all the daily online transaction limits (cumulative of all Transfers
processed on the day). The status and details of your request may be viewed on the transfer
history page of your internet banking (link available on your internet banking, which displays
history of your Transfers to India).

vii.

Where you have multiple and varying transactions scheduled in a given day, the transaction
amount will be matched against the daily online limit and the funds available in your Account.

viii. If a Standing Instruction Transfer has failed, the next due transaction will be processed on the
scheduled date. The failed transaction will also be counted in the total number of payments set
for the Standing Instruction.
ix.

The status of various Standing Instructions set by you may be viewed on the ‘Manage Standing
Instructions’ page of your internet banking.

x.

A Standing Instruction (which is in ‘active’ status) may be deleted before 00:00 UK time on the
date for which it has been scheduled. A Standing Instruction will be automatically deleted if the
Beneficiary to whom it has been set is deleted.

xi.

Service Assurance is applicable to all Transfer requests from the time they are accepted for
processing.

Rate Block:
i.

A Rate Block request is valid for a period not exceeding 90 days from the date of your Transfer
request.

ii.

A Rate Block request will be processed on a date when the actual exchange rate meets or
exceeds the desired exchange rate set by you. If the desired exchange rate is not met during this
period, the Rate Block request will be cancelled. All updates in the actual exchange rate during a
day will be validated against the desired exchange rate.
For example, if the rate desired by You is 72.00, and:
A. The actual exchange rate offered by ICICI Bank UK Plc is 72.00, your Transfer will be
processed at 72.00.
B. The actual exchange rate offered by ICICI Bank UK Plc is 72.20, your Transfer will be
processed at 72.20.

ii.

The Rate Block request will be executed at the actual exchange rate applicable at the time the
Transfer is processed, which may be equal to or greater than the desired exchange rate set by you.
The applicable exchange rate will be inclusive of all promotional offers (if any) valid at the time of
processing.

iii.

A Rate Block request may be set only in GBP, defining the exact amount to be debited from your
Account.

iv.

Rate Block requests will not be processed if your Account does not have a sufficient cleared balance
or you have used all the daily online transaction limits (cumulative of all transfers processed on the
day). The status and details of your request may be viewed on the transfer history page of your
Internet Banking, which displays the history of your Transfers to India.

v.

Where you have multiple and varying transactions scheduled on a given day, any one or more may
get rejected. The cumulative sum of the transactions scheduled on a given day will be matched
against the daily online limit and the funds available in your Account.

vi.

The status of various Rate Block requests set by you may be viewed on the ‘Rate Block’ page of
your internet banking.
You may delete a Rate Block request which is in ‘pending’ status. If you have deleted the Beneficiary
to whom the Rate Block has been set, your request will be automatically deleted.

vii.

viii. Service Assurance is applicable to all requests from the time they are accepted for processing.
5.12 Transfers through debit card at branches:
a.

The following conditions must be complied with to use this Service, failing which we reserve the
right to refuse the Service:
i.

Valid photo card driving license or passport as photo identification to be provided. If you
are unable to provide any of these documents, please speak to a member of staff.

ii.

The debit card cannot be an ICICI Bank UK PLC debit card.

iii.

The card must be a Chip and PIN Debit Card denominated in GBP.

iv.

Magnetic strip cards/cards without a chip may not be used for a Transfer.

v.

Transactions without entering the PIN (signature based) will not be allowed.

vi.

Credit cards will not be accepted for a Transfer. We may levy additional fees up to 3% of
total amount on customers when a Credit Card is used to fund the money transfer requests
to India

vii.

The name on the debit card must be the same as on the photo identity proof.

viii. Two copies of the Transaction Receipt will be provided to you after the Transfer. You will
need to sign and return one copy of the Transaction Receipt to the official at the branch.
b.

We do not take responsibility for any debit card which is lost or forgotten or left behind by you in
the branch premises. However, if we find any debit card in our bank premises, we will retain it only
until the end of the business hours of that Business Day. If you need to claim the card, you will
have to provide us a valid photo card driving license or valid passport as proof of identity. All
unclaimed debit cards after the end of the business hours of that Business Day will be destroyed
by us. The cards will be destroyed in a secure manner in the presence of two branch officials.

c.

We will retain and destroy your debit card if:

d.

i.

We have reason to believe that the card does not belong to you.

ii.

We are asked to do so by your issuing bank.

If your card/ transaction is rejected by your bank, you will need to contact your bank.

5.13 Transfers through internet banking using a Non ICICI Bank Debit Card.
The following conditions must be complied with to use this Service, failing which we reserve the right to refuse
the Service:
i.

The debit card cannot be an ICICI Bank UK PLC debit card.

ii.

The card must be a Chip and PIN Debit Card denominated in GBP.

iii.

Credit cards will not be accepted for a Transfer. We may levy additional fees up to 3% of
total amount on customers when a Credit Card is used to fund the money transfer requests
to India

iv.

The card must be your personal debit card.

v.

The card must be 3d secure for successful authentication.

vi.

The amount will be credited to your ICICI Bank current account first and then it will be
credited to the Beneficiary account.

vii.

If the transaction fails, the funds will be credited to your ICICI Bank current account.

viii. If your HVCA Account is inactive/frozen/dormant, you will not be able to carry a successful
transaction using non-ICICI Bank debit card however, the funds will be debited from your
non-ICICI Bank Debit card and shall be retained in ICICI Bank current account. You may
contact customer care if you wish to return /reverse the funds to your original bank account
which was used to fund the ICICI Bank current account

6.

Exchange rates/ charges
When you give instructions to us through any of our branches, by telephone banking service, by internet banking
or mobile banking app we will provide the exchange rate for the Transfer before the instructions are confirmed
by you. The exchange rate applied to the Transfer will be the prevailing exchange rate at the time you give us a
Transfer request.

In the event, an incorrect exchange rate is displayed on our website or mobile app due to technical/operational
issue and which can be established as beyond reasonable limit, the Bank has right to cancel the transaction where
such an erroneous exchange rate is applied and shall refund money to the customer. The Bank will not levy any
charge for the cancellation of such transactions. The Bank may compensate the customers for such transactions
to the extent of any loss to the customer due to exchange rate movements for the transaction amount.

7.

8.

Communication to Beneficiary
7.1

For Transfers through internet banking, you may ask us to inform the Registered Beneficiary of the Transfer
initiated by you.

7.2

We will send a text alert to the Beneficiary on the mobile number provided by you at the time of submitting
the Transfer request. We recommend you check that the mobile number provided is correct.

7.3

The Charges applicable for this Service will be displayed to you before the Transfer request is submitted.

7.4

Text alert will be sent to the Registered Beneficiary when the Transfer request has been processed
successfully. Successful Transfer for Registered Beneficiary accounts held with ICICI Bank Limited, India,
will mean credit of funds into the Registered Beneficiary’s account. Successful Transfer for Registered
Beneficiary accounts held with banks other than ICICI Bank Limited, India will limit to credit of funds to the
Beneficiary Bank. The Beneficiary Bank may however, reject the Transfer due to incorrect or insufficient
information provided by you and/or due to any other reason(s) as the Beneficiary Bank may deem fit.

7.5

A text alert may not be delivered to your Beneficiary for reasons beyond our control. In such a case, we
will try to send the text again on the same day. Charges displayed to you before submission of Transfer
request will be levied once.

Your responsibilities
8.1

You should ensure that adequate funds are available in your Account allowing the Transfer to be
processed and for deducting the relevant Charges. In case of Transfers by a debit card, there should be

adequate funds in the account from which you have initiated the Transfer. If you do not have adequate
funds, your Transfer request will not be processed.

9.

8.2

You must disclose the purpose of the Transfer and ensure that you do not use this Service for any unlawful
purposes as defined under any applicable law.

8.3

In online Transfers, all relevant details of the Transfer will be displayed on the confirmation page, including
the Transfer amount and applicable Charges that will be debited from your Account. By clicking on
‘confirm’ you will accept the terms and conditions and Charges associated with the Transfer. For each
Transfer that we perform acting upon your instructions, the Account will be debited for the Transfer
amount and applicable Charges as soon as the Transfer is confirmed.

8.4

Your Account statements and other advices that we provide to you should be reviewed by you. If you
notice any discrepancies, please notify us immediately.

8.5

If an INR demand draft is lost or stolen, you must inform us immediately. The demand draft will be valid
for three months from the date of issue (subject to revision by Reserve Bank of India). You may wish to
check whether the demand draft has been paid before the expiry of such validity period.

Terms specific to the Service
9.1
9.2

We will be responsible for acting on your instructions to make a Transfer upon receiving clear funds,
converting it into the foreign currency and transferring it to the Beneficiary Bank.
You will not receive interest on the funds transferred from the time you have provided us the Transfer
instructions to the time the Registered Beneficiary receives the funds.

9.3

If we are unable to credit a Registered Beneficiary’s account, we will notify you by post or email on the
registered address and contact details submitted by you.

9.4

To comply with relevant legislations, when funds are transferred by us to a Beneficiary Bank, the Transfer
may need to be accompanied by details of (i) your name (ii) your address (iii) your date and place of birth
(iv) your identification number or national identity number and (v) your Account number or a unique
identification number allowing the Transfer to be-traced back to you.

10.

Reversal/cancellation/refund
10.1 If you ask us to cancel a Transfer we will do our best to do so, depending on the stage of the Transfer of
the funds and the stage at which the cancellation is requested. We will not be liable if for any reason we
are unable to cancel the Transfer.
10.2 For any reversal/ cancellation of a Transfer request initiated at any of our branches or by phone or Website
or Mobile App, The Bank will levy a charge of 2% of the Transfer value or GBP 10 whichever is higher.
Any charges made by the Beneficiary Bank on the reversal request will be borne by you.
10.3 If any exchange rate loss is incurred at the time of a reversal, it will be borne by you.
10.4 If any exchange rate profit is made at the time of reversal, it will be passed on to you. However, if there
are sufficient reasons for us to believe that you intentionally wanted to profit due to currency trading, we
may not pass on any gain to you.
10.5 Once a Transfer has been made and the Registered Beneficiary’s account has been credited in accordance
with the instructions provided by you, any reversal of that Transfer will require the Registered Beneficiary’s
prior written consent. We will not be responsible for obtaining that consent.

10.6 If you do not provide us with accurate, correct and complete information or if we are unable to Transfer
funds due to other reasons beyond our reasonable control, we will refund the amount to your Account
after deducting the relevant Charges of £10 on each transfer requests or mark a lien (up to the amount
owed by you to the Bank including the charges) to your Account if no sufficient funds are available.

11.

Our responsibility to you
11.1 If you request a Transfer from any of our branches, our staff will inform you about the transfer amount,
amount in Indian Rupees which will be received by the Registered Beneficiary, exchange rate, charges
and value date. Value date for accounts held by Registered Beneficiaries with ICICI Bank Ltd., India will
mean the date on which the funds are credited to the Registered Beneficiary’s account and are available
for withdrawal.
11.2 Value date for account held by Registered Beneficiaries with a bank other than ICICI Bank Limited, India,
will mean the date on which the funds are credited to the Beneficiary Bank. For Transfer requests using
the telephone banking service, the above details will be reflected in your monthly Account statement. For
Transfer requests using internet banking and mobile banking app, the above details will be available on
the ‘transfer history’ page of your internet banking logged in section.
11.3 If we are unable to process your Transfer due to incomplete or incorrect information provided by you, we
will inform you within ten Business Days of the receipt of the request. We will ask you to provide us with
the correct details for us to execute your Transfer. However, in the case of Transfers to banks other than
ICICI Bank Limited, India, you will receive a notification within ten Business Days of the date of receipt of
rejection by the Beneficiary Bank to us.

12.

Limitation of liability
12.1 We will generally rely without further enquiry on the Transfer instructions given by you unless we have
reasonable cause to believe that such instructions are incorrect, unauthorized or fraudulent.
12.2 We will not be liable for losses arising as a result of not carrying out your Transfer correctly or in case
there is an unreasonable delay in doing so. However, we may compensate you as per our Service
Assurance policy for any delays in transfers as per the timelines defined.

12.3 Fund transfers to a bank other than ICICI Bank Limited India may have delays in crediting/returning the
INR amount basis the responses received from Immediate Payment Service (IMPS). If the funds are not
successfully cleared while processing INR payments, we may re-attempt to push the funds using National
Electronic Funds Transfer (NEFT) and this may take up to 5 Business days to receive the credit.

13.

Complaints
If you want to make a complaint, please contact us in one of the following ways:
Write to us at:
Customer Relations
ICICI Bank UK PLC 2nd floor,
One Thomas More Square London
E1W 1YN
Visit your nearest ICICI Bank Branch and speak to a member of staff.
Call the customer service centre on 0344 412 4444 (calls to this number use free plan minutes if available,
otherwise they cost the same as 01/02 prefix calls) to inform us of your concerns.
Email: ukcustomerrelations@icicibank.com
We will arrange for the right person to investigate and respond to your concerns. You must not send us your
password, or other information you consider confidential, by e-mail or post. Within two Business Days of
receiving your complaint, we will send you a written acknowledgement. Within four weeks, we will write to you
again with our final response or to explain why we need more time to respond. If we have not already
responded to you, we will send you our final or other response within eight weeks and will tell you how to take
your complaint further if you are still not satisfied. If you are not happy with the outcome, you may have the
right to ask the Financial Ombudsman Service to settle the complaint.
You may contact that service at:
The Financial Ombudsman Service
Exchange Tower,
London E14 9SR
Website: http://www.financial-ombudsman.org.uk
Email: complaint.info@financial-ombudsman.org.uk

