Barclays to compensate customers after technology outages
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Barclays Bank has announced that it may need to pay up to £12.5 million in compensation to customers who have been adversely affected by a series of technology outages over the past two years. This disclosure follows a request from the Treasury Committee, a cross-party group of MPs tasked with scrutinising the banking sector's IT reliability. The committee's recent findings indicate that nine of the UK’s major banks and building societies collectively experienced more than 33 days' worth of unplanned tech system outages, equating to a significant disruption in services.
The incidents include a particularly disruptive outage at the end of January, which coincided with payday for many workers and the deadline for self-assessment tax returns. During that three-day event, Barclays reported that over half of the attempted online payments failed, which led to widespread frustration among customers. The bank has estimated that it will compensate affected customers between £5 million and £7.5 million for this specific issue, in addition to a projected £5 million for various other incidents spanning from January 2023 to January 2025.
Vim Maru, the UK Chief Executive of Barclays, acknowledged in a letter to the Treasury Committee that “through no fault of their own, some of our customers and clients may have suffered loss or distress and inconvenience.” He clarified that the outage was caused by a software malfunction within the UK mainframe operating system and was not related to any cyber-attack.
The Treasury Committee's report revealed that there have been at least 158 incidents of IT failures across the nine banks and building societies from January 2023 to February 2025, with Barclays accounting for 33 outages—the highest among its peers. Other banks, including HSBC and NatWest, also reported outages, with HSBC facing 32 incidents and NatWest 13. The data accentuates an ongoing concern that banks are struggling to manage their technological infrastructure effectively.
Industry experts, such as fintech consultant Chris Skinner, have pointed out that the rapid pace of technological change in banking poses significant challenges for both banks and their regulators. He noted that many institutions find it increasingly difficult to keep up with the complexities of their systems, which are compounded by issues with third-party vendors and what he described as "the vast array of modern tech systems" necessary for operations today.
The frequency of outages has prompted scrutiny from MPs like Dame Meg Hillier, chair of the Treasury Committee, who stated, “The fact there has been enough outages to fill a whole month within the last two years shows customers’ frustrations are completely valid.” Hillier emphasised the importance of prompt communication and effective handling of customer concerns during such incidents, urging banks to reflect on their compensation efforts.
The ongoing issue of IT outages in the banking sector continues to be a pressing concern for consumers and regulators alike, highlighting the need for robust systems that can withstand the rigorous demands of modern banking processes.
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