Getting started on Bankline:
user guide
This guide explains what you need to do
to start using Bankline as a new user
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Administrators and users
Your Bankline profile will have at least one administrator. This is the person in your organisation who manages your Bankline profile,
user access and settings. They can also help if you’re locked out of Bankline or need a new smartcard or card reader.
It’s a good idea to note down who your administrator is, so you can ask them about these things, should you need to.
If you’re not sure who your administrator is, you can find out by asking another Bankline user in your organisation, or ask us by
clicking the ‘Chat now’ button.
If you are an administrator, check out our Getting Started Administrator’s guide.

What you’ll need to get started
You’ll need the following items:

Getting Started Checklist
Email containing your Customer ID and User ID
This will arrive the day you’re added onto Bankline. Your business will have the same
Customer ID for all users but User IDs are specific to each user of Bankline. You’ll use
this to log into Bankline going forward.

Email containing your Activation Code
This will arrive the day you’re added onto Bankline. It is 10 digits long and you’ll only
need to use this code once, to get started. You’ll have 21 days to use this code before
it expires.

User Smartcard
This will arrive within 5 working days and will be sent to the administrator who set
you up on Bankline.
This should only be used by the user whose name is on the card. Smartcards are
used to authorise certain changes and payments on Bankline.

Letter containing your Smartcard PIN
This will arrive within 5 working days and will be sent to your user address on
Bankline. The PIN that comes in the letter is for one use only, and you’ll need to set
your own PIN.

Bankline Smartcard Reader
or

This will arrive within 5 working days and will be sent to the administrator who set
you up on Bankline.
.

You can find out how to activate and use your smartcard in our guide at:
www.natwest.com/bankline-card-reader-guide

Logging in to Bankline
Logging in to Bankline for the first time
Once you ‘ve activated your smartcard you can log into Bankline.
Always log in via www.natwest.com/bankline. If you want to bookmark a page, use this one, not the login screen itself.
To log in to Bankline for the first time:
You’ll need your Customer ID, User ID, activation code and smartcard.
1.
2.
3.
4.
5.

Go to www.natwest.com/bankline and click ‘Log in’
Enter your Customer ID and User ID and press ‘Continue’
You’ll be prompted to enter your 10-digit activation code. (Enter the first five digits in the first box and the last five digits in the
second.)
You’ll be asked to scan a QR code with your smartcard reader. When prompted to do this, follow the onscreen instructions. (You
can find support on scanning QR codes in our guide.)
You’ll be asked to set a password to use every time you log in, and a personal PIN (only needed for some additional Bankline
services.) Choose something memorable and secure, and keep them secret.

Going forward, you’ll log in with your Customer ID, User ID, smartcard and three random characters from your password.

Where to get support
If you need help or have any questions you can get in touch by clicking the Chat Now button that appears in Bankline and on your
log in screen.
Cora, our digital assistant, will be there to help and connect you to the right team.
You can also check out our FAQs while logged in to Bankline, and visit our Bankline support pages.

Staying safe in Bankline
Remember these points to stay safe when logging in:
1. We’ll NEVER ask for your full PIN and password online (we’ll only ask for certain characters).
2. We’ll NEVER ask for your PIN, password or any smartcard codes over the phone (or any part of them).
3. ALWAYS log in from www.natwest.com/bankline; watch out for impostor log in screens

Remember these points to stay safe when making payments:
1. Never rely on just an email to validate a payment. Contact the sender on a trusted number
2. The bank will never telephone asking you to transfer money to a new account
3. If you receive a request from a supplier to update bank account details, always call back to check it’s genuine.
To find out more about how to protect your business, visit our security centre or click Chat Now.
If you’re concerned about security or need to report a fraud you can contact our security team for immediate assistance
on 0345 300 8483.
For Relay UK: 18001 0345 300 8483

Useful links and common questions
Our FAQs are a great place to look for answers to Bankline questions. You can access them when logged into Bankline or
via our FAQ webpages.

Some commonly asked questions:
How do I order a replacement smartcard?
How do I reset my PIN or password?
Where can I find my BIC/SWIFT code?
How do I add a destination country for payments?

Help with payments, accounts and balances
Payment questions and answers
Account and balance queries
Remember, you can get help anytime by clicking the ‘Chat now’ button that pops up in your Bankline session and on our webpages.

Webinars and security
If you’ll be making payments regularly in Bankline, it might be useful to sign up for our interactive Making Payments webinar.
And for the latest security support and advice, please visit our security centre.

This document has been prepared by National Westminster Bank Plc or an affiliated entity (“NatWest”) exclusively for internal consideration by the recipient (the “Recipient”
or “you”) for information purposes only. This document is incomplete without reference to, and should be viewed solely in conjunction with, any oral briefing provided by
NatWest. NatWest and its affiliates, connected companies, employees or clients may have an interest in financial instruments of the type described in this document and/or
in related financial instruments. Such interests may include dealing in, trading, holding or acting as market-maker in such instruments and may include providing banking,
credit and other financial services to any company or issuer of securities or financial instruments referred to herein. NatWest is not and shall not be obliged to update or
correct any information contained in this document. This document is provided for discussion purposes only and its content should not be treated as advice of any kind.
This document does not constitute an offer or invitation to enter into any engagement or transaction or an offer or invitation for the sale, purchase, exchange or transfer of
any securities or a recommendation to enter into any transaction, and is not intended to form the basis of any investment decision. This material does not take into account
the particular investment objectives, financial conditions, or needs of individual clients. NatWest will not act and has not acted as your legal, tax, regulatory, accounting or
investment adviser; nor does NatWest owe any fiduciary duties to you in connection with this, and/or any related transaction and no reliance may be placed on NatWest
for investment advice or recommendations of any sort. Neither this document nor our analyses are, nor purport to be, appraisals or valuations of the assets, securities or
business(es) of the Recipient or any transaction counterparty. NatWest makes no representation, warranty, undertaking or assurance of any kind (express or implied) with
respect to the adequacy, accuracy, completeness or reasonableness of this document, and disclaims all liability for any use you, your affiliates, connected companies,
employees, or your advisers make of it. Any views expressed in this document (including statements or forecasts) constitute the judgment of NatWest as of the date given
and are subject to change without notice. NatWest does not undertake to update this document or determine the accuracy or reasonableness of information or assumptions
contained herein. NatWest accepts no liability whatsoever for any direct, indirect or consequential losses (in contract, tort or otherwise) arising from the use of this material or
reliance on the information contained herein. However, this shall not restrict, exclude or limit any duty or liability to any person under any applicable laws or regulations of any
jurisdiction which may not be lawfully disclaimed. The information in this document is confidential and proprietary to NatWest and is intended for use only by you and should
not be reproduced, distributed or disclosed (in whole or in part) to any other person without our prior written consent.
National Westminster Bank Plc. Registered in England & Wales No. 929027. Registered Office: 250 Bishopsgate, London EC2M 4AA. National Westminster Bank Plc is
authorised by the Prudential Regulation Authority, and regulated by the Financial Conduct Authority and the Prudential Regulation Authority.
137564 | September 2020

