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Welcome to Santander Connect.

At Santander Corporate & Commercial, we understand the challenges 
that businesses face – it takes commitment, belief, determination and 
hard work to make a company succeed. That’s why we are investing in 
our online banking technology to give you peace of mind that all your 
company’s finances are in one easy to manage, secure location, so that 
you can concentrate on what matters to you – running your business.

Santander Connect is our secure and integrated online service that 
provides you with access to your registered accounts 24 hours a day from 
any location*, giving you complete control and transparency over your 
company’s cash flow and finances. Whether you want immediate visibility 
of your accounts, make a range of domestic and international payments, 
or tailor the service to meet your needs, our service is on hand to help.

A safe and secure online banking experience for your business is our 
priority. The service has been developed using the latest technologies,  
so that you can rest assured that access to your banking information is 
safe and secure. 

We hope you find this guide useful, it has been designed to provide a 
comprehensive overview, important information and useful tips on  
the features and benefits available to you within Santander Connect. 

Should you require any further assistance, advice can also be found 
in our online Help Centre within the service, alternatively, give our 
dedicated Help Desk a call on 0800 085 1580**. 

Welcome
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*Customers are responsible for ensuring compliance with local laws when using this service outside of the UK and Jersey. Please refer to our Terms and Conditions for further 
information.

**Lines are open Monday to Friday 8am to 6pm and Saturday 8am to 2pm.



How to get started

Access Santander Connect for the first time.

Getting started
To start using Santander Connect, you will need your Security 
Credentials which you will receive in two separate secure mailings in 
the post. Your Security Credentials will consist of the following items:

Company ID – this is your unique company identifier for using the 
service.

User ID – this is your unique user profile and is used to identify you 
within your company’s service.

Log on Password – only partial entry of this password will ever be 
requested.

During your first log on, you will be required to define an Image and 
Phrase combination and Security Challenge Questions. 

Image and Phrase Combination – authenticates to  
you that the web service being accessed is the genuine Santander 
Connect. 

Security Challenge Questions – verifies the location and 
computer you are accessing the service from. They are only 
presented when your location is not recognised. 

Following your registration, you will also receive a Security Device 
along with instructions on how to operate it. Please note, the 
Security Device is not required for logging on to the service, 
but is required to perform a security measure called signature 
authentication within the service. 

Further support on using your Security Device can be found at 
Santandercb.co.uk/fraud/security-devices

Before accessing the service for the first time, we advise that you 
familiarise yourself with Section 7 – Maintaining Security, within the 
Santander Connect Terms and Conditions.

Logging on for the first time
1  To access the service, visit www.santandercb.co.uk 

and select the Santander Connect Log In link under online 
services at the top right of the screen.

2  Enter your Company ID and User ID, and click Continue.

3  Enter the requested characters from your first time Log on 
Password, and then click Continue.

4  Please note, when you log on for the first time you will be 
prompted to change your existing log on password to something 
that is memorable only to you.

  You will also need to define your unique Image and Phrase 
combination. Simply select an image from the list available and define 
a phrase that you personally associate with that particular image.

5  You will then be required to select three Security Challenge 
Questions from the options shown and provide a memorable 
answer to each, then click Continue.

6  Once you have completed the setup of your Security Credentials, 
you must review and agree to the electronic Terms and 
Conditions before you access the service for the  first time.

Future log on
The next time you log on to the service, simply enter your Company 
ID and User ID. Only when you recognise your Image and Phrase 
combination should you enter the requested characters from your 
log on password.

If your location is not recognised, the service will prompt your 
Security Challenge Questions to verify your identity. The correct 
answer will result in the normal log on process being instated.

You may change your Image and Phrase combination and Security 
Challenge Questions from the Security settings menu under Preferences.
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Hardware Requirements
Before you access the service, it is important to ensure your 
equipment meets the technical specifications listed below.

Supported Internet Browsers
Microsoft Internet Explorer 11 and above 

Mozilla Firefox 46.0 and above 

Safari 9 and above

Google Chrome 50 and above

We always recommend you apply the latest software and security 
updates as made available by your respective Internet Browser 
provider. This ensures any known vulnerabilities are addressed in 
your Internet Browser software.

Internet Connectivity
High speed internet access via Broadband/ADSL is preferred, 
however, internet access via 56k modem and ISDN is supported but 
will result in slower performance.

Screen Resolution and Settings
Minimum of 1280 by 768.

Internet Security and Safety
We always recommend that you take appropriate security measures 
to safeguard your equipment and business information from 
unauthorised and malicious internet activity. Always use industry 
approved anti-virus and malware programs in conjunction with 
accessing the online service.

We strongly recommend you download Rapport for extra 
protection. This malware protection software is free, easy to install 
and simple to use. It’ll work with any existing security software that 
you may have and it:

n  Lets you know if you’re using the genuine Santander website  
and not a fake one 

n  Provides a secure connection between your computer and 
Santander 

n  Identifies malware and neutralises it before it interacts with your 
online usage 

n  Provides you with added protection when accessing up to 100 
other websites from your computer (which are not partner 
Rapport websites)

For further queries on hardware requirements, please visit the
Connect Help Centre at santandercb.co.uk/connecthelpcentre
technical-requirements or contact the Help Desk team
on 0800 085 1580.

Important Information

For your security always access Santander Connect from the 
genuine Santander UK website(www.santandercb.co.uk). We 
never advise you to access the service from a search engine 
result, email or third party service.

If you do not recognise the Image and Phrase combination or 
the Security Challenge Questions presented to you, please 
contact our service Help Desk immediately on 0800 085 1580*.

For more guidance on keeping your company safe online please 
visit Santandercb.co.uk/fraud

Tips

Guidelines for setting new passwords

 n Must be different from previous passwords

 n 8 – 16 characters long

 n Contain at least 1 alphabetic and 1 numeric character

 n  Should not contain more than 4 consecutive numbers  
or letters

 n Avoid special characters (%, @ and “ “).

Save the Log on page as a favourite:

 n  Save the Santander Connect log on page as a favourite  
in your browser for quick and secure access during your 
next log on.
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Administrator role

The Administrator user can configure, edit and amend  
the service to meet the needs of your company.

The Administrators user is responsible for maintaining your 
company’s Santander Connect, which includes some of the 
following functions: 

n Managing account settings and preferences.

n  Creating and managing additional users, unlocking users and 
resetting passwords.

n  Managing the roles and services available to your users.

n  Managing customer details, payment limits and  
payment preferences.

n  Managing and creating additional Administrator users  
where required.

n  Viewing bank messages received through the service and taking 
action where appropriate.

n  Reviewing service invoices received through the View 
Notifications service.

We may occasionally contact the Administrator(s) to inform them 
of new functionality and services as these become available, and to 
confirm any changes to the Terms of the service. We will also be in 
contact if we detect any suspicious or uncharacteristic activity on 
your service.

Things to consider if you are the Administrator
When accessing the service for the first time, please take the time 
to look round the service so that you can familiarise yourself with 
the various functionality. These are covered in more detail within 
this guide, but as a summary they include:

Customer Profile
Under the Customer Details menu (Administration > Customer 
Details), you can change aspects of your company details that are 
registered to Santander Connect, as well as make changes to a 
variety of payment limits and controls.

Manage Accounts
Under the Manage Accounts menu (Administration > Manage 
Accounts), you can edit features of the accounts registered in your 
service. This includes giving them a unique name (alias) for easy 
identification and marking them confidential, so only users with 
confidential account access can use such accounts.

Manage Users
Under the Manage Users menu (Administration > Manage Users) 
you can setup new users and allocate them the roles they need to 
perform their respective responsibilities. You can also edit, suspend 
and remove existing users.
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Managing users

Ensure complete control over your user community,  
and the roles and entitlements they are assigned. 

Roles are templates of services that the Administrator, or a user 
with the appropriate entitlements, can assign to one or more users 
either through the pre-defined roles available in the service.

Create new users
1  From the Administration tab, select Manage Users from the left 

hand menu.

2  You will see a list of users registered in your service with an option 
to search for existing users. To add a new user, simply click Create 
User and then complete the user’s personal and company details.

3  On the Create User screen it is important that you accurately 
complete the user’s Full Name, Email Address, Company Address 
and at least one Contact Number. The User ID you specify for the 
user will be their primary identifier in the service and they will use 
it for logging on – you can use up to 10 alphanumeric characters.

  Please ensure the email address specified for the user is accurate 
and valid as their first time log on password will be sent here.

4  You have the option to define the following user attributes:

 n  User Payment Authorisation Limit – this specifies the 
maximum payment value the user is permitted to authorise. 
Please note, this is only applicable if they have a role with 
payment authorisation services.

  n  Account Confidentiality – this allows the user to access 
accounts marked as confidential.

   Once you have entered the required user details, click 
Continue.

5   You will need to allocate the user a role or a number of roles. 
To help with this, we have created a number of pre-defined 
roles known as Master roles. Master roles are based on typical 
company roles and responsibilities and are ready for immediate 
use. To view the services under a particular Master role, 
simply click on the role name or refer to the ‘Master roles and 
definitions’ table that follows.

  Select the appropriate roles for the user by checking the box next 
to the role(s) then select continue.

6   A lock indicates that a service contained within the role requires 
signature authentication. The user will therefore need a Security 
Device ordered to use this functionality.

7   If a Security Device is required, an order screen will be presented 
after role allocation. For added security, our Security Devices 
must be sent to either your registered company address or 
the address of the Administrator ordering the device. Once 
requested, Security Devices take 3-7 working days to arrive.

8   Signature authentication will be required to complete this action. 

9  You will need to advise the user of their User ID and Company ID 
for the service (your Company ID can be found in the following 
location: Administration tab, select Customer Details menu and 
click Customer Profile). They will receive their first time Log on 
Password via the email address you specified for them. With all 
three security credentials users will be ready to complete their 
first time log on to the service.
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Master roles and definitions
This table provides a definition of the available Master roles and their function.
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Search, edit, delete or suspend a user
1  From the Administration tab, select Manage Users from the left 

hand menu.

2  You will see a list of users registered in your service, their current 
status and last log on date and time. If the user is not displayed, 
either use the Search User option, or click Next from the 
navigation buttons to review additional pages of users. Click the 
User ID of the desired user you wish to take action on.

3  From the View User Details screen, a small drop down menu 
named Options will enable you to perform a range of actions, 
these include:

 n Edit User (Edit/Update user’s details and Edit Role allocation).

 n Delete User.

 n Suspend User.

 n Reset User password.

 n  Re-enable User – only available if the user is suspended or locked 
(this option also gives the ability to reset the user’s Image and 
Phrase combination).

4  Click Go to complete the desired action. This may require 
signature authentication.

Important Information

Allocating roles: When allocating the user a role, it is good 
practice to think about what their day-to-day responsibilities 
are in the company. This ensures users do not have access to 
online services they don’t require.

Lock: Some roles are marked with a lock symbol. This means 
one or more of the services in the role requires signature 
authentication. If a user is assigned one of these roles, they will 
need a Security Device to use the functionality within the role.

Allocating accounts to users: Please note the accounts 
registered in Santander Connect are allocated through the 
roles, as are the services and their respective functionality 
(more info, please refer to Managing roles within this guide).

Master role and definitions

Account Operator
Users can view all the account information services and manage the company’s accounts. This includes 
access to all balances, statements and account services.

Administrator
Users can access all the administration services and fully manage the administration functions on 
behalf of the company

Key and Authorise All Payments
Provides users with access to all the payment services (including authorisation). This includes the 
ability to make, edit, cancel, import and authorise single and bulk standard payments, Inter Account 
Transfers, CHAPS and International payments.

Trade Services
Provides users with integrated access to the Santander Trade Finance service – Client Trade.  
Please note, this service is not a standard service available within Santander Connect.



Your company details

You can change aspects of your company details that 
are registered to your service and manage a variety of 
payment limits and controls.

To customise and manage a number of features across the online 
service, click Customer Details from the Administration menu to 
access this information.

Customer details
The Customer Details section specifies the core details about Santander 
Connect, this includes – Customer Name, Company ID, Customer 
Address, Number of Users and Number of Accounts registered. 

The Customer Address attribute represents the address registered for 
your company’s Santander Connect service. This can be changed by 
clicking Go to Customer Details and specifying a new valid address. 
This will require signature authentication.

Payment preferences
The Payment Preferences section specifies the payment controls for 
your Santander Connect service. Payment diary size represents how far 
in advance users can schedule payments from the effective creation 
date of the payment. 

This feature can be changed by clicking Go to Payment 
Preferences and selecting the required adjustments.

Payment limits
The Payment Limits section specifies the value limits and controls 
when making payments within the service. This includes – Customer 
Payment Limit, Dual Authorisation Threshold and Inter Account 
Transfer (IAT) Authorisation Trigger Value. All of these features can 
be changed by clicking Go to Payment Limits and adjusting the 
entries as appropriate for each feature.

n  Customer Payment Limit represents the maximum value of any 
given payment that can be sent through the service. The default is 
set to ‘no limit’, but we advise that you use this feature and specify 
a limit that aligns with your regular payments value and activity. 

n  Dual Authorisation Threshold represents the value at which  
a payment requires dual authorisation (i.e. 2 separate users  
to authorise the payment after it has been created). The default 
is set to ’no limit’ and with single authorisation only. If you have 
more than one payment authorising user, we advise that you use 
this feature to further increase your security.

n  The IAT Authorisation Trigger Value represents the value at which 
an Inter Account Transfer payment requires authorisation. This 
feature allows you to make transfers between your accounts 
more efficiently without the need for authorisation and signature 
authentication. The default value is set to £100,000, which 
means Inter Account Transfers under this value will not require 
authorisation. We advise that you use this feature and specify a 
limit that aligns with your regular payment value and activity.
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Managing your accounts

The Manage Accounts facility lists all your registered 
accounts within the service and provides the option 
to search for specific accounts, as well as editing 
account confidentiality and giving accounts an alias 
for easy reference.

Set an account to confidential access only
Account confidential will prevent all users from accessing a 
particular account unless the user has confidential account access 
selected on their user profile.

1  From the Administration tab, select Manage Accounts from the 
left hand menu.

 2  You will see all the accounts registered in your service with their 
Account ID, Alias, Currency and indication of whether confidential 
access is set to yes or no. If the desired account is not displayed, 
either use the Search Accounts option or click Next from the 
navigation menu to view subsequent pages of account listings.

3  Once you have chosen the desired account, to activate the 
confidentiality feature, simply select the indicator to yes and click 
Continue to confirm the change.

Create or edit an alias/nickname for an account
Account alias allows you to give each of your accounts an alias or 
unique name, this will allow easy and quick recognition of the account.

1  Follow steps 1 and 2 as per setting an account to confidential. Select 
the desired account and simply specify the alias you wish to use 
under Account Alias, then click Continue to confirm the change.

 2  Signature authentication will be required to complete this action.

Please note, the use of an alias is specific to Santander Connect only, and 
will not be reflected outside the service in relation to your accounts.

Tips

Account alias gives the account a unique name, and if 
used, the alias description will be presented in a number 
of areas, i.e. the balance summary overview. This helps for 
quick identification of the account. You may use up to 35 
alphanumeric characters for this field.
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How to view balances

Santander Connect gives you real-time visibility  
of your account balances, as well as the ability  
to export account balance information direct  
from the service.

Access and view your account balances
1  Select the Account Information tab, by default the View Account 

Balance service menu is already selected.

2  For your convenience the Account Balance Summary displays all 
your account’s current and available balances by account category 
– Current and Deposit (default view), Foreign Currency and Fixed 
Rate Deposit accounts.

3  If the desired account is not displayed, you can use the Search 
Accounts option, or click Next from the navigation menu to view 
subsequent pages of account listings.

4  The Change Currency indicator allows you to view your balances 
in different currencies, select a currency from the menu and click 
Go. To return to the actual currency of the account, click Reset.

5  The Expanded Balance link will provide further information  
on the desired account including its physical attributes  
(such as the overdraft facility value if available) and a more detailed 
breakdown on the balance and funds of the account. Please note, 
this feature is not available for Fixed Rate Deposit accounts.

Important Information

Change Currency: Converted currencies are indicative and are 
based on foreign exchange mid rates, these rates may change 
throughout the day.

Tips

 n  Refresh: By using the Refresh feature you can refresh 
the balance summary screen to include any transactions 
posted to your accounts whilst you are viewing the screen.

 n  Transaction Details: To quickly view the latest transaction 
activity for a particular account, click on the Account ID 
link which will take you to the account activity.

 n  Set Preferences: You can customise which accounts are 
displayed first (up to five) in the account search results and 
account selection screens by defining favourite accounts. 
You can do this via the Preferences tab by selecting Change 
Preferences, then follow the on screen instructions.
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Exporting Balance Summary
You can export your balance summary to either Adobe PDF or a 
Comma Separated Value format file (CSV) for your use outside the 
service. To do this, simply select either the Export CSV or Export 
PDF option.

Expanded Balance
The Expanded Balance feature provides more information  
on the balances of the account, particularly around the  
cleared and uncleared funds. Please refer to the table below  
for balance definitions.

You can also view a number of the account’s physical attributes, 
such as the overdraft facility available on the account, the Bank 
Identifier Code (BIC) and the International Bank Account Number 
(IBAN). The change currency indicator is also available.
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Balance definitions

Current Balance
This is the current ledger balance of the account which includes all debit and credit transaction items 
known to the bank, covering all cleared and uncleared items.

Current Available Balance

This is the current available balance of the account which includes all debits and credits that have cleared 
at the time of viewing, and items known to the bank that are due to clear that day. Please note, items are 
subject to verification and possible reversal or adjustment.

You should allow at least four working days before you use the money from a cheque paid in, cheques 
can still be returned unpaid up to six working days.

Funds Currently Unavailable 
(Withholdings)

The total value of uncleared items that have not been debited or credited to your account, these funds 
are not available for use.



Account activity and statements

Santander Connect provides a simple and convenient 
way to view, save and reconcile all your account activity 
and transactions in real-time.

View and access your account statements and 
transaction activity
1  From the Account Information tab, select View Account Activity 

from the left hand menu.

2  To view your account activity, select the desired account from 
the list displayed by clicking on its Account ID. If the desired 
account is not displayed, you can use the Search Accounts option 
or click Next from the navigation buttons, as the account may be 
displayed on a subsequent page.

3  The account activity screen is a live electronic statement of the 
account, showing the account details which include the physical 
attributes and transaction entries. 

Under Transaction Details, your latest transaction items are 
presented in chronological order. A running current balance is 
displayed with each transaction entry to indicate the current funds 
in the account after the transaction item was posted.

Select the transaction narrative to view further details of  
the transaction.

4  You can quickly search through your transactions to find historic 
or specific transaction entries by specifying a Date Range and 
clicking Go. This presents all transactions posted to the account 
over that given date range.

5  You can export and print your transaction activity for a selected 
account to either Adobe PDF or a Comma Separated Value 
format file (CSV). To do this, select either the Export CSV or 
Export PDF option.
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Tips

 n  View Transactions: You can view and access historic 
transactions for up to 15 months and view the current 
balance following each transaction posting.

 n  Account Details: Some of the physical account attributes 
displayed under Account Details like the BIC and IBAN can 
be used to reference your account number to a customer 
or supplier when receiving payments from overseas.

 n  Live Statement Entries: Debit and credit transactions will 
appear immediately after they are posted to your account.



Access scheduled statements for your Accounts
The Scheduled Statement feature allows you to view and retrieve 
printed account statements that were generated for your account 
outside the online service. 

To view, save and print your scheduled statements, please follow the 
steps below.

1  From the Account Information tab, select Scheduled Statement 
from the left hand menu.

2  To view the printed statements select the desired account from 
the list displayed by clicking on the Account ID. If the desired 
account is not displayed, you can use the Search Accounts 
option or click Next from the navigation buttons, as the account 
may be displayed on a subsequent page.

3  Your statements are presented in chronological order and the 
latest statement is displayed first.

4  In the Details section, you will see a list of available statements, 
click the PDF symbol to open the statement. If your statement 
is not listed, use the Date Range search option and click Go.

5  You will now see your printed statement in a PDF format. To 
save or print this document, click File and then Save As or 
select the Print option from within the PDF viewer.

How to turn off paper statements
1  If you do not wish to receive paper statements you can switch this 

feature off, click change your paperless settings for this account.

2  On the next screen, select No to receive by post and click 
Confirm.

3  Signature authentication will be required to complete this action.

The Account Services feature allows the ordering of 
stationery for the accounts registered in the service.

Click Account Services from the Account Information menu then 
select the desired account for which you want to order stationery. 
Choose the number of Cheque books you wish to order from the 
Order Form, and click Order. You will need to confirm your request 
to ensure you have specified the correct order details. Signature 
authentication will be required. 

Secure messaging
For all general account enquiries you can also use the Secure 
Message facility. You can use this feature to seek support on a 
range of service elements, such as payment enquiries, account 
transactions and general service support.

Account services
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Making domestic payments

A variety of domestic payment facilities exist to give 
you greater control over your finances, cash flow and 
meeting payment obligations. All payment facilities have 
been designed with simplicity and security in mind.

Making faster payments

1  To send a single faster payment, go to the Payments tab and 
select Make a Payment from the left hand side menu. Select 
Standard to make a standard UK payment.

2  Under Payment Details, enter the Debit Account details or select 
the magnifying glass to search for accounts available in the service.

3  Enter the Payment Date and Payment Amount. For standard 
payments, if you specify the current date the payment will be 
sent as a same-day faster payment. You also have the option to 
enter a Debit Account Reference, which is your reference of the 
transaction on your account statement.

4  Enter the Beneficiary Details. You have the option to use an existing 
beneficiary through the ‘Look up an existing beneficiary’ feature.

5  Enter the Credit Account Reference i.e. invoice number or your 
company name. This will appear on the beneficiary’s account 
statement.

6  Click Make Payment to continue to the confirmation screen 
and then click Confirm Payment once you have checked the 
details of the payment instruction. This will send the payment to 
authorisation. Before you click Confirm Payment, you also have 
the option to save the payment as a payment template.

7  Authorisation can be issued by the Administrator and users with 
the appropriate entitlements. Select Authorise immediately from 
the summary confirmation screen. Signature authentication is 
always required for payment authorisation. Alternatively, if you 
wish to make another payment, click Make Another Payment or 
click Exit to finish.

  Please consult the Help Centre for further support on faster 
payments, and a full description of how the payment instruction 
is structured.

Important Information

 n  Please note all standard domestic payments in the service 
are sent via the faster payment scheme. You can send your 
payments same day or schedule them for a particular date 
in the future.

 n  Please consult the Service Help Centre for published  
cut-off times on all supported payments and applicable 
credit value dates. All payments, once fully authorised, are 
subject to standard bank checks. Please ensure you have 
accurately specified the payment instruction to avoid delay 
or possible failure.

Tips

 n  Save as a Template: This allows you to save the payment 
as a template for future payments of the same type to the 
specified beneficiary. You can access your templates from 
the Manage Single Templates menu.

 n  Save Payment: This allows you to save the payment 
instruction as incomplete, so you can return to it later. You 
can find the incomplete payment using the manage single 
payments facility (Payment Search).

 n  Look up an existing beneficiary: Pre-populate beneficiary 
details into your payments, saving valuable time. You can 
save new beneficiary details by selecting the ‘Create a new  
beneficiary’ option.
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Making CHAPS payments
CHAPS payments are for high-value same-day payments.

From the Payments tab, select Make a Payment from the  
left hand side menu. Select CHAPS to make a CHAPS Payment. 
Then simply follow the same steps 2 to 7 for making a  
faster payment.

Please consult the Help Centre for further support on CHAPS 
payments, and a full description of how the payment instruction is 
structured.

Making Inter Account Transfers (IATs)
Make immediate Sterling and currency Inter-Account Transfers 
between your registered accounts. You will see the transferred 
funds immediately on the specified credit account following 
successful submission of your payment instruction.

1  From the Payments tab, select Make a Payment from the left 
hand side menu. Select Sterling IAT to make an Inter Account 
Transfer in Sterling or Currency IAT for foreign currency.

2  Under Transfer Details, enter the Debit Account details or select 
the magnifying glass to search for accounts available in the service.

3  Enter the Payment Date and Payment Amount (for Sterling IATs 
this will be in GBP but for Currency IATs, you will need to select 
the relevant currency from the dropdown menu).

  You also have the option to enter a Debit Account Reference, 
which is your reference of the transaction on your account 
statement.

4  Enter the Credit Account Details, or select the magnifying glass 
to search for accounts available in the service.

5  Enter the Credit Account Reference i.e. transfer details and/or 
description.

6  Click Make Payment to continue to the confirmation screen 
and then click Confirm Payment once you have checked the 
details of the payment instruction. This will send the payment to 
authorisation. Before you click Confirm Payment, you also have 
the option to save the payment as a payment template.

  Please note, by default, unless otherwise configured by your 
Administrator, Inter Account Transfer payments under £100,000 
do not require authorisation.

7   Authorisation can be issued by the Administrator and users with 
the appropriate entitlements. Select Authorise immediately from 
the summary confirmation screen. Signature authentication is 
always required for payment authorisation. Alternatively, if you 
wish to make another payment, click Make Another Payment or 
click Exit to finish.

Standing Orders
You can create new and view, cancel or edit existing standing order 
instructions for accounts registered in the service. The creation of 
new standing orders and the editing of existing ones will require 
authorisation before the instruction becomes active.

For further information or guidance on the Standing Order facility, 
please consult the Help Centre.

Direct Debits
You can view and cancel your existing direct debit instructions for 
accounts registered in the service, putting you in control of any 
funds being collected from your accounts.

For further information or guidance on the Direct Debit facility, 
please consult the Help Centre.
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Making international payments

The international payment service builds on the Global 
network of Santander, supporting payments around the 
world in a wide range of currencies.

Making international payments
 1  From the Payments tab, select Make a Payment from the 

left hand side menu. Then select a destination country under 
international payments and click Go.

2  Under Payment Details, enter the Debit Account details or select 
the magnifying glass to search for accounts available in the service.

3  Enter the Payment Date, Payment Currency and Amount and 
select the Credit Currency in which you would like to send the 
payment. 

  You also have the option to enter a Debit Account Reference, which 
is your reference of the transaction on your account statement.

4   Enter the following beneficiary details: Beneficiary’s Name, Account 
Number and the Bank Identifier Code (BIC) of the account holding 
bank. If the account number is an International Bank Account 
Number (IBAN), please select the box to indicate this.

  You have the option to use an existing international beneficiary 
through the Look up an existing beneficiary feature, to pre-
populate the beneficiary details.

5  Enter the Credit Account Reference i.e. invoice number or your 
company name. This will appear on the beneficiary’s account 
statement.

6  Under Our Charges, select either Remitter or Beneficiary. If you 
wish to pay the Santander UK charges for making the payment 
(which you would by default) choose Remitter and specify a 
debit account where the charges will be posted to. Please see the 
Service Help Centre for further support on International payment 
charges and the options available.

7  Under Foreign Bank (Agents) Charges, select either Remitter or 
Beneficiary to determine who will pay the Foreign Bank Charges 
(this would be the beneficiary by default).

8  Click Make Payment to continue to the confirmation screen 
and then click Confirm Payment once you have checked the 
details of the payment instruction. This will send the payment to 
authorisation. Before you click Confirm Payment, you also have 
the option to save the payment as a payment template, this is 
recommended if you make regular payments of this type to the 
specified beneficiary.

9  If you have the ability to authorise international payments, you 
can select Authorise immediately from the summary confirmation 
screen. Signature authentication is always required for payment 
authorisation. Alternatively, if you wish to make another payment, 
click Make Another payment or click Exit to finish. 

For further information and guidance on making international 
payments, including the use of Bank Identifier Codes (BICs). 
International Bank Account Numbers (IBANs) and the Charging 
Options, please consult the Service Help Centre.

Important Information

Exchange Rate: For international payments and Currency IATs, 
the actual foreign exchange rate applied to the payment is 
not confirmed until the payment has completed processing. 
The status of ‘Despatched’ confirms we have processed your 
payment and the actual foreign exchange rate has been applied.

The payment must be fully authorised before we can begin to 
process your payment instruction.

You can manage and assign booked FX rates to international 
payments. For more information please speak to your 
Relationship Director.
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How to authorise payments

Authorise Payments enables you to view, amend and 
authorise all the payments which have been keyed in 
but require authorisation from either one or two users 
before they can be processed.

Before any payment instruction can be fully processed, it will 
need to be authorised. Authorisation services can be issued by the 
Administrator and users with the appropriate entitlements.

View all payments pending authorisation
1  From the Payments tab, select Authorise Payments from the 

left hand menu. This will display all payments currently pending 
authorisation and payments that have expired as a result of not 
being authorised in time. Please note, some payments may be listed 
on additional pages, click Next from the navigation buttons to 
review subsequent pages of payment listings.

2  If you wish to find a specific payment to authorise you can 
refine the list of payments presented by using one of the search 
parameters – Payment Type, Payment Status or enter a Date 
Range. Then click Search.

3  By clicking View Payments Pending Your Authorisation you can 
view the payments pending your authorisation and remove any 
expired payments from view.

Tips

 n  Authorise multiple payments at once: Use the Select all 
Payments option to authorise multiple payments with a 
single authorisation and signature authentication.

 n  Re-issue expired payments: If your payment has not been 
fully authorised by the required cut-off time, it will expire. 
You can re-issue expired payments by simply clicking on 
their Payment Reference and select Edit to change the 
payment date and then confirm the payment.

 n  Clear Authorisation: Removes any authorisation that has 
already taken place, if for instance the payment requires 
editing. It will return ‘awaiting second authorisation’ to an 
‘awaiting authorisation’ status.

 n  Check Payment Status. It is important to note that 
successful authorisation of the payment does not guarantee 
finality and final confirmation of the payment instruction.

  The bank performs a number of standard checks on all 
payments submitted which contributes to your own security. 
These checks can typically take up to two hours to complete 
before we despatch your payment (business work hours apply).

  You should use the Manage Single Payments facility to 
check the status of your payments throughout the day 
following final authorisation. For bulk payments, please 
use the Manage Bulk Payments facility.
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Authorise, cancel or amend payments  
pending authorisation
You can authorise payments from either the Authorise Payments or 
the Payments Pending Your Authorisation screens.

1  To authorise a payment, select the respective check box of the 
payment and click Authorise. Or you can click the Payment 
Reference to view the payment instruction and then  
select Authorise.

2  To continue with authorisation of a particular payment, review the 
details of the payment instruction carefully and then complete the 
signature authentication request.

3  Following successful authorisation you will see an Authorisation 
Summary screen confirming your payment instruction has been 
issued to the bank for processing.

  Please note, successful authorisation of the payment does not 
guarantee final confirmation of the payment instruction. A number 
of standard checks will be undertaken on the payment during 
processing by the bank. You should always check the status of your 
payments using the Manage Single Payments and Manage Bulk 
Payments facilities. A list of payment statuses and their definition 
can be found in the table below.

 To cancel the payment, select the payment instruction and click 
Cancel. Or, if you wish to edit the payment select Edit, please note 
any changes to the payment during authorisation will reset the 
authorisation process.
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*These statuses are applicable to payment authorisation only and can only be searched on under the Payment Authorisation function. For further information on the available 
Payment Statuses, please consult the Help Centre.

Payment Status

Awaiting Authorisation* The payment requires authorisation before it can be processed.

Awaiting Second Authorisation* The payment requires second authorisation before it can be processed.

Expired*
The payment has expired because it was not fully authorised before the required payment cut-off time 
in order to reach the beneficiary on the date specified.

Cancelled The payment instruction has been cancelled by one of your users during creation or during authorisation.

Despatched The payment has been processed and submitted successfully by the bank.

Failed

The payment has begun processing but has been failed. Generally, payments fail during processing 
because one or more items specified in the payment instruction may have been incorrect, there may 
have been insufficient funds in your account or it failed our standard bank checks. Please consult our 
Help Centre for further support on failed payments.

Incomplete The payment instruction has not been completed and/or submitted for authorisation.

Active
The payment has been scheduled for a date in the future (payment date specified is different to the 
current date) and will not begin processing until that date has arrived.



Making the most of your payments

As well as the domestic and international payment 
services, there are a range of features which have 
been designed to make your payment processes more 
efficient and give greater control over finances, cash 
flow and payment obligations.

Payment Templates 
Payment templates are a means to make regular payments to a 
particular beneficiary over a period of time. A template saves you 
time, and reduces the chance of manual error, by automatically 
populating their details into your payment instructions. You 
can access your payment templates from the Manage Payment 
Templates menu. 

Bulk Payments 
Bulk payments are available for standard payments and Inter Account 
Transfers, offering a means to pay many beneficiaries at once with a 
single debit entry on a single account. This is particularly useful for 
multiple payments to staff or suppliers and removes the occurrence 
of many debit entries on your account statements. 

You also have the option to create a template from a bulk payment 
and use this bulk payment template on a regular basis for the same 
beneficiaries. You can access this facility from the Manage Bulk 
Payments menu.

Manage Beneficiaries 
Manage beneficiaries allows you to save the details of everyone you 
pay into a domestic or international beneficiary type. These details 
can be quickly used to automatically populate the beneficiary 
details of new payments, allowing you to create your payments 
more quickly with less risk of manual error. To access this feature, 
select the Manage Beneficiaries menu.

Payment Search 
To help manage your payments effectively the Manage Single 
Payments menu allows you to search payments by a number of 
different attributes, enabling you to refine your payment searches 
by Currency, Amount, Status, Type and Date range. To find bulk 
payments, the Manage Bulk Payments menu provides a facility for 
searching all your bulk payments and bulk payment templates.

Once you have chosen the search option best suited to  
finding the desired payment instruction(s), select Search, and  
a list of results will be returned. Simply select the desired payment 
instruction from the returned results to view its status and details.

The Help Centre provides further support and information on all 
payment facilities available within the service and how to use these.

Payments Summary
To help you manage your payments effectively the Payment 
Summary shows a daily snapshot of all outgoing payments in 
all statuses for your company. This summary allows you to see 
at a glance which payments require attention, which are being 
processed by the bank and which have been dispatched. 
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There are a variety of different messaging features to assist you 
with any queries you may have, as well as enabling you to receive 
important service information from us. 

Send Secure Message 
This feature allows you to send us a message on a number  
of different topics and subjects. We will respond to your messages 
within the time frame specified in the service for the chosen subject. 

We are here to help and if you cannot find the information you are 
looking for in our Help Centre, you can contact our Help Desk on 
0800 085 1580 (hours of support are Monday to Friday 8am to 
6pm and Saturday 8am to 2pm).

Service and Urgent Messages 
From time to time, we may send you service or urgent messages. 
We always recommend you take the time to read these messages as 
they may impact the way in which you use the service. 

Urgent messages could be in relation to your security, important 
changes to the service or the service being unavailable due to 
scheduled maintenance. We advise you to read these as soon as 
possible.

Service messages relate to non-urgent subjects but we recommend 
you read these within one week. These could be in relation to new 
functionality or enhancements to existing features.

Messaging

The audit feature offers the ability to search for specific activity or 
events that have occurred in your service. This aims to provide your 
company with the visibility and reassurance that certain actions and 
events performed by your users can be tracked and reviewed.

Access the audit facility by selecting an event category, and then 
choose a particular date range over which to search. If required, you 
can also select a specific user in your search. 

Audit

View Notifications provides access to information on fees and 
charges incurred on the accounts that are registered in the service, 
as the invoices become available for viewing. The invoices are 
generated at a frequency prescribed outside the service which is 
based on the charges schedule of the underlying account. 

We will not only show you the fees and charges you have incurred 
in the service, but also the charges applied to the accounts for all 
your banking services. 

Please see the Help Centre for further detail and support around 
View Notifications.

How to view notifications

Keeping your service secure

n  Do not disclose your Security Credentials to anyone else. 

n  Always remember to log out of Santander Connect once you have 
finished your session. 

If you suspect someone knows your Security Credentials, please call 
our Help Desk immediately on 0800 085 1580 (hours of support 
are Monday to Friday 8am to 6pm and Saturday 8am to 2pm).
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Contacts

Santander Connect Help Desk 0800 085 1580 
Monday to Friday 8am to 6pm 
Saturday 8am to 2pm 

Calls from some fixed networks cost no more than a national rate call. Mobile and other 
providers’ charges may vary. Please check with your service provider for exact costs.

Santander Connect Online Help Centre
www.Santandercb.co.uk/Connect-helpcentre

Secure Messaging  
You can send a Secure Message if you have a particular query in 
regards to the online service. A member of our team will respond 
within 48 hours (business work hours apply).

Santandercb.co.uk – select the Santander Connect log on link to 
access the service. Our Santander Connect Help Centre may be able 
to help with any queries you may have.

http:// www.fca.org.uk/register

