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GENERAL TERMS AND CONDITIONS FOR ISSUING AND USING CREDIT CARDS – RETAIL CUSTOMERS

1. INTRODUCTORY PROVISIONS
1.1 Contents of the  General Terms and Conditions for the Bank’s operations
The General Terms and Conditions for Issuing and Using Credit Cards for Retail Customers (hereinafter: the General Terms) regulate mutual rights and obligations between HALKBANK a.d. Beograd (hereinafter: the Bank) and retail customers (hereinafter: the Holder) with regard to issuing and using credit cards.

The Bank will provide the Holder with the General Terms together with the Tariff of fees for services to retail customers, which refers, amongst other things to the Bank’s credit cards and includes the information of the type and amount of fees and costs relating to issuing and using credoit cards in the country and abroad, as well as the overview with product characteristics  (Appendix 1).

The present General Terms are integral parts of each Agreement on issuing and using retail credit card (hereinafter: the Agreement), and together with the General Terms and Conditions for Opening, Maintaining and Closing Accounts and Providing Payment Services to Retail Customers, the Time Schedule for the execution of payment transactions, the Tariff of Fees for Operations with Retail Customers and Appendix 1, 
constitute the Framework Agreement.

The Bank issues credit cards in accordance with the above-mentioned documentation, as well as Appendix 1 to the present General Terms. Payment cards are owned by the Bank and issued on the name of the Holder who must not give them to any third person to use.
The General Terms are placed on a prominent place in the Bank’s premises in which it offers services to its customers and on the Bank’s website: www.halkbank.rs.
Basic information of the Bank:

Business name : HALKBANK a.d. Beograd

Head office: Milutina Milankovića 9e, 11070 New Belgrade, Republic of Serbia
Tel.  +381 11 2041 800

Fax  +381 11 2041 803

e-mail address: office@halkbank.rs
Website: www.halkbank.rs


SWIFT: CABARS22

Registration no: 07601093

Tax no: 100895809

The Bank has the operating license, the National Bank of Yugoslavia decision  O.no.328 of 26.12.1990.

The supervisory authority: National Bank of Serbia, Belgrade, Beograd, Kralja Petra 12 / Nemanjina 17.

2. CREDIT CARDS
2.1 Definition of terms
· Card issuer and owner (the Bank) means the provider of service of issuing credit cards to Holders;

· Acquirer   means the provider of service for accepting credit cards at ATMs, POS terminals and internet points of sale;

· Receiver (Acceptor) – each point of sale that accepts cards (ATMs and retailer - POS terminals, e-commerce, MO/TO); 
· Card Holder  is a natural person who uses or has used payment service in the capacity of the payer and/or payee, or who addressed the provider of payment services for the purpose of using these services, a natural person who signed the Agreement on issuing and using retail credit card, as well as the holder of an additional card;

· Payment transaction is payment,  transfer or withdrawal of cash initiated by the payer of payee, which is carried out regardless of the legal relationship between the payer and payee;

· Payment order means instructions sent by the payer or payee to its payment service provider, requesting the execution of a payment transaction;
· Credit card (hereinafter: the Card) is a payment instrument and it can be basic or additional credit card issued by the Bank to the Holder. Credit card is payment card issued by the Bank to the Holder for the purpose of using the credit limit. The Card is an instrument for cashless payment  and can be used for purchase of goods or payment for services, cash withdrawal at ATM’s or bank counters, as well as for Internet payment;

[image: image2.jpg]() HALKBANK




· Basic credit card is a card issued by the Bank to the Holder, with defined credit limit;

· Additional credit card is a card linked to the credit account of the Holder of a basic card, which can be issued by the Bank to a natural person at the request of the Holder of a basic card;

· Credit account  is an account for booking all payment transactions arising from the card use, interest, fees and costs arising from the card use, as well as for payment of due obligations;
· Request for issuing a card is the Bank’s form to be completed by the Holder for issuing a credit card;

· ATM  (Automated  Teller Machine) is a device which, depending on functionality, provides the card holders to pay in and/or out cash, and/or use other services (cash transfer, inquiry into account balance, change of PIN code etc.);

· POS (Point of Sale) terminal is a device installed at the point of sale or counter of the payment service provider which enables card use, whereby the information of payment transactions is recorded electronically;

· PIN (Personal Identification Number) code is personal identification number, used to identify the Holder when using the card at ATM or POS terminal, which is strictly confidential and known only to the Holder;

· CVV2/CVC2 number is a three-digit code imprinted on the back of the card used for identification and verification of the Holder and card when making payment on Internet;

· 3D Secure technology is additionally safety protocol used when making payment on Internet for additional protection against unauthorized use of a payment card. This service within Visa International is called  Verified by Visa, and within MasterCard is called MasterCard SecureCode;

· MO/TO/EC  –  making payment by mail or telephone (Mail  Order,  Telephone  Order)  and payment on Internet (e-commerce);

· Contactless     transaction   means a financial transaction that   originates from contactless payment by card on POS terminals, as well as
withdrawal of cash at ATMs that support contactless technology. The transaction is executed by simple pressing the card against the POS terminal, and/or ATM;

· Internet   payment   transaction   is a transaction carried out by web pages of retailers that may have safety standards (https);

· SMS CARD notification is the Bank’s service through which the Holder receives, via SMS message, the information on the transaction executed by credit card;
· Unique identification mark is a combination of letters, numbers and/or symbols determined by the payment service provider for the Holder, which is used for unambiguous identification of the Holder and/or his/her account within 3D Secure technology;

· Statement of account presents the turnover on credit card, and/or overview of data of single executed payment transactions and accompanying fees and costs, which is created for a particular time period and delivered to the Holder;

· Accounting period for calculation of potential Holder’s obligations is the period between two relevant accounting dates;

· Calculation date is the day when the Bank calculates overdue and total debt for the previous accounting period;

· Due date is a particular day in a month determined in advance up to which the Holder is obliged to execute payment of due obligation, and/or minimum due obligations;

· Transaction date, and/or value date means date of transaction origination;

· Booking date, or change date means date of debiting or crediting the card account;

· Minimum obligation due consists of the following:

-percentage part of total consumption or fixed amount defined by the Contract (revolving model), and/or instalments due (instalment model) within the approved credit limit,

-and any interest, fee and commission accrued in full;

· Payment of due obligations is payment that needs to be executed at least once within the accounting period, but not later than until the due date;
· Nominal interest rate is the agreed interest rate in accordance with the Agreement on issuing and using retail credit card, used for calculation of regular interest on the given placement;

· Effective interest rate is annual effective interest rate presenting total costs of the Holder regarding the credit card use, expressed as percentage of total amount of these costs on an annual basis, and it is a discount rate which equals, on an annual basis, the present values of all cash flows, and/or present values of all received funds with current values of all cash expenses on the Card, known at the moment of expressing such rate;
· Periodic consumption limits  are card limits for maximum number and amount of purchases and cash withdrawals, as in Appendix 1 of the present General Terms;

· Credit limit is the agreed amount of funds that the Bank makes available to the credit card Holder based on the Agreement on issuing and using credit card, conclded with the Holder;
· Available balance   means the amount of credit limit reduced by the amounts of transactions executed by card, fees, commission and interest which are the obligation for the Holder pursuant to the Agreement and increased by amounts paid to the account intended for booking transactions executed by credit card;

· Authorisation is a process in which credit card transactions are accepted or rejected at the request of the Acquirer, and such transactions are considered online transactions;
· Offline transaction means transactions executed on the devices which, due to technical functionalities and/or the rules of card organisations, do not imply authorization process and which are realized up to the limits set in advance by card organisations, and as such they debit the card;
· Clearing and settlement means processes of processing, netting and settlement of transfer orders arising from the use of  credit card;                                                                                 
· Permanent data carrier  means any tool that enables the Holder to keep his/her data intended for him/her, to access such data and reproduce them in unaltered form and period suitable for the purpose of keeping;

· Domestic payment transaction is a payment transaction in which the payer’s payment service provider and the payee’s payment service provider provide services in the territory of the Republic of Serbia;

· International payment transaction   is a transaction executed by a credit card accepted abroad, within the network of payment service providers registered outside of the territory of the Republic of Serbia;
· Time schedule of receipt and execution of payment transactions means a special Bank’s document defining the deadlines, manner of and conditions for execution of payment transactions.

3. PROVIDING INFORMATON IN PRE-AGREEMENT PHASE
For the purpose of informing the Holder and getting acquainted with conditions for provision of services which are the subject of the General Terms, the Bank delivers to the Holder, in the pre-agreement phase, the information defined by applicable regulations as obligatory elements of the Agreement.

The Bank provides the information to the Holder by submitting the Agreement draft and accompanying documents (Framework Agreement). The documents are given to the Holder in the Bank’s premises in which the Bank offers services and products or sent to the e-mail address of the Holder.

Submission of documents/information from paragraph 2 of this article is considered proposal for conclusion of the Agreement, and the client have five days from the day of submission to accept this proposal. If the client fails to conclude the Agreement within this period, it will be considered that the client withdrew from the conclusion.

4. CONDITIONS FOR USING CREDIT CARDS
4.1 Conditions on which the Bank issues credit cards
Card operations are carried out in accordance with the established rules and conditions, based on operating standards for each card type within the relevant national and international program/brand.

The Bank issues credit card to a natural person who submitted a request for issuing credit card and who meets the Bank’s conditions for issuing credit card, who provides the evidence that he/she can settle all costs and obligations arising from credit card use in a timely manner and who concluded the Framework Agreement with the Bank, submitting the agreed collateral.
Conditions for using the approved placement, as well as rights and obligations of the Bank and Holder ara regulated by the Framework Agreement.

The Card is issued with expiry imprinted on the card and it shall expire on the last day of the month written on the card. The Card is issued on the name of the Holder and is not assignable. By terminating the Framework Agreement, the basic and all additional Cards are terminated, regardless of the expiry imprinted on the Card.

The Holder is obliged to report to the Bank immediately any change of his/her personal information of significance for uninterrupted use of the Card.

At the request of the Holder, who fulfils the conditions provided by the Framework Agreement, maximum two additional cards can be issued, which are linked to the account of the Holder of the basic card.
The Bank delivers the credit card to the address in the Republic of Serbia stated when concluding the Agreement. Upon receipt of the credit card, the Holder is obliged to generate the PIN code. The Bank provides the Holder with detailed steps for forming the PIN code 
in the letter accompanying the card. There is also possibility for the Holder to generate the PIN code on a POS terminal in the Bank’s business premises.
4.2 Obligations and rights of the Bank and credit card Holder
The bank keeps and uses the information regarding credit card operations in accordance with legal regulations.
When collecting and processing personal information, the Bank is obliged to act in accordance with the regulations governing protection of personal information.

Credit cards may be used in accordance with the conditions stated in Appendix 1. When taking over the card, the Holder is obliged to check whether the card is handed in a closed, original envelope. If the Holder receives the card in an open and/or envelope with suspected originality,  and also if the Holder suspects that the card data have been compromised, he/she is obliged to block the card immediately by calling the Bank’s Call Center on  0800 100 111 and +381 11 2041 900, which is available 24 hours a day for 7 days in a week, and then to return it to the nearest premises of the Bank.
The Holder is obliged to sign the card on the back right after its receipt. An unsigned card is invalid, and any financial consequences arising from abuse of the unsigned card shall be paid by the Holder.

For the purpose of safe card use, the Holder is obliged to:

· know at any time where the card is and not to leave the card without supervision;

· not to disclose the card data to other persons by telephone or e-mail, and/or in any communication form, as well as not let other person access the card data;

· keep the formed PIN secret, and take any reasonable and appropriate measures for its protection, in order to protect the card against any abuse, which particularly means prohibition of accepting assistance from third persons when entering the PIN code on an ATM or point of sale;

· not to disclose the PIN to other persons and not to write it on the card, or any other document, and if he/she suspects that some other person is acquainted with his/her PIN code, immediately change the PIN;
· before transaction verification, check the final amount, and regularly control card account balance.



The Holder bears all financial consequences of credit card abuse in the case of reckless keeping and using the card.

Also, to prevent any potential card abuse, the Bank provides the Holder with the SMS CARD notification

In the situation when the Holder receives and SMS with the information of the transaction that he/she cannot recognize as his/her own, he/she shall immediately request card blocking through the Bank’s Call Centre on  0800 100 111 and +381 11 2041 900, available for 24 hours a day for 7 days in a week.

4.3 Conditions for using credit cards
A credit card can be used at all places with logo of a relevant card brand. Card operations are carried out in accordance with the determined rules and conditions, according to operating standards for each card type within a relevant national and international program/brand.
Within one business day from the date of interbank settlement, transactions are due to the Bank for processing (clearing and settlement).
Based on electronic record of transactions executed using a card, the card account is debited, with accompanying calculation and account debit on fees and costs relating to relevant transactions. The Holder authorizes the Bank to debit the account also for the transactions made without physical presence of the card (card not present), based on all requested data that the Holder provided to the retailer.

The Holder provides his/her consent for the execution of the payment transaction  and/or it is considered verified by the Holder:

· when it is executed at a point of sale for the purpose of payment for goods and services and when the purchase confirmation (slip) is signed, and/or entering the PIN code on the POS terminal;
· by carrying out transaction at a payment point, for the purpose of executing payment transactions of cash pay-out and signing the confirmation of cash pay-out transaction generated by the POS terminal at the payment point, and/or entering the PIN code on the POS terminal;
· entering credit card data, including safety elements requested on Internet point of sale as well as submitting the above-mentioned data to retailers for the purpose of transaction realization by direct contact, in a written form or in another way;

· by using the credit card as requested by a self-service device with requested verification method (online and offline transactions);

· by pressing the card at point of sales and ATMs for contactless transactions;
Also, it is considered that the Holder provided his/her consent for the execution of a payment transaction, if during the transaction, validation of card data, and/or personalized safety elements of the card was carried out in the case of payment transactions where physical presence of the card is not necessary (MO/TO/EC transaction - card not present) by entering safety elements requested by the retailer (card number, expiry date, CVV2/CVC2 code, unique identification mark etc.).

To check authenticity of the Holder, the Bank will request additional authentication of the Holder by entering a unique identification mark on the Internet point of sales that enable payment by using 3D Secure service. The Bank retains the right not to approve a transaction initiated on Internet points of sale that secure payment by using 3D Secure services if the Holder has not been authenticated. The Banks’s Holders are automatically registered for using 3D Secure services.

For contactless transactions, no PIN code is necessary up to the limit defined by the Acquirer. Cashless payment can be done for transactions above the defined limits, but in that case entering PIN code is obligatory. Occasionally, for safety reasons, the Holder may be requested to execute the transaction by reading the data from card chip with entering PIN code, and then proceed without interruptions in execution of contactless transactions

The Bank will execute the payment transaction order, requesting the execution of cash transfer payment transaction:

· if the Holder obtained sufficient cash for order execution, including the Bank’s fee;

· if the Holder approved the payment order execution;

· if there are no legal obstacles for its execution.

If after expiry of 30 days from the day of payment card transaction, there is no change in the Holder’s current account and/or statement of account, the Holder is obliged to immediately notify the Bank thereof.


The Bank reserves the right to reject the request for issuing a payment card if it determines any risk or the client rejects to fulfil the requested preconditions by the Bank, without any obligation to explain the reason thereof.
The Bank retains the right to limit the use of credit card if:

· the Holder fails to settle due obligations, or delays in settling it;

· there are justifiable reasons regarding the safety of payment card;

· there is suspicion on unauthorized use of the payment card or its use for the purpose of fraud;

· the card was used for transactions on Internet websites, POS terminals or ATMs, where compromising activity was previously found  (setting skimmers, data abuse etc.);
· a wrong PIN code is entered three times in a row.

If the Holder is denied the right to use the payment card by the Bank, he/she is obliged to hand over the card at the request of the retailer of goods and/or services and the bank payer. In this situation, the Holder shall pay all potential costs and fees arising from the card use.
The Holder does not have right to use the card as pledge or security for payment.
4.4 Limits for execution of credit card transactions 
The credit limit is determined in the Agreement concluded between the Bank and card Holder. The credit limit is approved in dinars within the period of the card expiry. The card Holder can use the card only up to the credit limit approved, within periodic limits per transaction type, which restrict the card use at ATMs, POS terminals and Internet, as presented in Appendix 1 of the present General Terms.
Each card, both basic and additional, is assigned initial consumption limits when it is issued, for safety reasons. 
In exceptional cases, the credit card Holder has the right to request limit change, by submitting a request on a special form. The limit set for the basic card refers also to additional cards. The Holder of the basic card initiates change of the limit on his/her card and all additional cards.

In the case that it is necessary to increase the safety of the cash used by the Holder, the Bank can make a decision to change periodical limits.

The Bank may enable the Holder to pay RSD to his/her account which is linked with the card only on the Bank’s ATMs, in accordance with the Framework Agreement.

4.5 Application of exchange rate in authorisation and booking
The Bank’s credit card transactions are linked to the Holder’s credit account.

Transactions realised by using credit card reduce available balance on credit account.  For all transactions made with the basic and additional cards, the credit account of the basic card Holder will be debited for relevant costs relating to the card use and any interest, and/or the basic card Holder is responsible for all tranasactions and costs arising from the use of the basic and additional cards. 

All authorisations arising from the use of credit cards are done in dinars, for which reason the amount of reserved funds for transactions in other currencies, before booking, may differ from the booked amount of the original transactions due to foreign exchange differences. The Bank’s settlement currency for debit or credit transactions made abroad is EUR, while it is RSD for debit or credit transactions made in the country.
For transactions executed abroad, at the moment of authorization conversion is done at the exchange rate of the international card organization holding the relevant card brand. At this rate, the original transaction amount is converted in EUR. Reservation of funds is done in RSD. The funds in RSD account shall be reserved at the Bank’s selling foreign-exchange rate as on the transaction day.

When debiting credit account, the Bank carries out conversion in RSD at the Bank’s selling rate for foreign currency applicable on the day of transaction processing. In case of credit transaction or reversal transaction, conversion is done at the Bank’s purchase rate for foreign currency applicable on the day of transaction processing. 
Taking into account the above-mentioned, the amount of initial reservation of funds in the account does not need to be equal to the amount that the Bank will debit the account in the phase of transaction booking, due to foreign exchange differences. 
When making payments for goods and services on Internet websites and POS terminals, as well as ATMs that allow the Holder to select the debit currency at the moment of transaction execution (authorization), the debit transaction on the Holder’s account shall be executed in accordance with the data submitted to the Bank by the relevant card organization.

The Bank acts with due care when executing the Holder’s order and takes all necessary measures to protect the Holder’s interests in any single case. 

4.6 Interest rate, fees and costs

The Bank agrees, accrues and charges interest for issued credit cards, according to the Agreement. The Bank calculates and charges interest on the amount of used credit limit, according to the agreed nominal interest rate determined in an annual basis. Fees and commissions that the Bank charges to the card Holder during the agreement realisation, are shown in the Agreement through the calculaton of effective interest rate. 
The Bank accrues interest on overdue obligations according to the Agreement. 

The Holder has the right to prepay obligations under the card before determined maturity. 

The Holder pays for fees and commissions according to the Tariff of Fees for Services to Retail Customers, depending on the type of credit card issued by the Bank. The amount of fees and commissions is expressed in absolute amount or in percentages of the transaction amount.
4.7 Repayment models

The Bank determines models for repayment of funds used by credit cards: revolving model and instalment model.
Revolving model of repayment means the obligation of the Hodler to pay only part of the funds (minimum due obligation) until the due date defined in Appendix 1 for the relevant product, while the rest of funds will be moved to the following accounting period on which nominal interest rate will accrue.

· Minimum obligation due for payment is defined by the Agreement and the Holder is obliged to pay the accrued amount until the due date. Nominal interest rate shall apply to the remaining funds.

· The Holder has a possibility of purchase within no-interest period of up to 45 days, depending on the transaction date. This possibility is applied only if the Holder settles regularly, every month all debts on the latest statement of account. This possibility does not refer to cash withdrawal transactions, where interest accrual is done fom the date of transaction regardless of whether the client settles the whole debt or not, and to payment transactions registered as cash withdrawals at the bank’s counter.
· The Bank charges interest on credit card transactions at nominal interest rate on an annual basis for purchasing and cash withdrawal transactions. Interest accrues from the transaction date for cash withdrawal transactionsm and/or the booking date for other types of transactions, until the date of the next processing, and/or until the repayment date of all amounts of such transactions.

· The Bank charges default interest on the amount of overdue obligations, in accordance with legal provisions. If the agreed interest rate is higher than default rate, the agreed rate shall continue to be applied after the Holder enters default status.
Instalment model  means the Holder’s obligation to pay for installment, and/or all due instalments until the due date defined in Appendix 1 for the relevant product. 

· Minimum due payment obligation is defined by the Agreement and the Holder is obliged to pay the accrued amount until the due date.

· The Bank charges default interest on the amount of overdue obligations, in accordance with legal provisions. If the agreed interest rate is higher than default rate, the agreed rate shall continue to be applied after the Holder enters default status.

· The Bank shall not charge any interest on instalments not due. 

4.8 Complaints
In the case of any disputable transaction, the Holder has the right to file a complaint not later than 45 days from the day of account debit.  Only the Holder of the basic card shall have the right to file a complaint regarding a transaction made by the basic Card, while the Holder of the basic card and Holder of additional card on which name the Card is issued shall have the right to file a complaint for transaction made by the additional card.
The complaint is delivered to the Bank in writing, by post, by e-mail and/or by completing a form. Initiating the complaint process shall not postpone payment of due obligations to the Bank. The complaints not submitted within the prescribed term and form shall not be accepted by the Bank, and financial loss shall be borne by the credit card Holder.

Complaint on card transaction does not release the Holder of the obligation to pay for transaction, but in the event of proven and positively resolved complaints, the return of complaint funds will be credited to the Holder’s account together with accompanying costs, if any.

Complaints for transactions made by using a card contraty to the General Operating Terms and Conditions and all accompanying documents, shall be considered as groundless. All costs of groundless complaint procedure shall be paid by the Holder.  Costs of groundless complaint shall be charged by the Bank to the Holder in accordance with the applicable decision on Tariff of fees for retail services.

The Bank shall not be liable for quality, quantity, delivery of goods or services paid by a card, or for accuracy and completeness of the information received by the point of sale. If the retailer returns funds to the Holder under the complaint on quality of goods or services, and/or for any other reason, the Bank shall not pay costs of foreign currency differences that may arise if the initial transaction was made in a foreign currency or  it was booked by debiting the Holder’s account in currency other than currency of refund.
The Bank shall not be liable for damages caused by circumstances that cannot be controlled (electricity cut, ATM failure, omissions or failures of other banks, payment institutions or retails etc.).
5. INFORMATION ON PROTECTIVE AND OTHER MEASURES IN CONNECTION WITH EXECUTION OF PAYMENT TRANSACTIONS
5.1 Procedure in the case of the damage, theft or loss of a card and/or card data
The Holder shall notify the Bank in writing of destruction and/or damage of a credit card, by completing a form.

The Holder is obliged to notify the Bank immediately, or as soon as possible, of loss or theft of a credit card or card data and to request from the Bank to block its further use. The Bank shall enable the Holder to report the case to the Bank, and/or Call Centre to numbers 

0800 100 111 and +381 11 2041 900 available on public media (website, social networks, the Bank’s offices, advertising material etc.). The Bank is liable for any transactions occurred after blocking. The Holder shall not be responsible for any losses occurred under transactions executed after reporting the loss, theft or unauthorized use of a credit card or credit card data to the Bank, unless the Holder himself/herself committed abuse or took part in fraudulent acts. 

In case when the Holder reports to the Bank a transaction executed by unauthorized use of a card, and/or card data, apart from the report in writing to the Bank, he/she is obliged to report the unauthorized use to the relevant unit of the Ministry of Interior of the Republic of Serbia. 

If the Bank suspects that a card has been misused, and/or that the card and/or card data have been exposed to any abuse, the Bank may temporarily block the card and immediately notify the Holder thereof. Within seven days from the day of temporary blocking, the Bank may reactivate or do permanent card blocking, with prior agreement with the Holder. If the card status remain unchanged upon expiry of this term, the Card status changes systematically from temporary blocked to permanently blocked, after which it will not be possible to deblock the card. In the situation when payment card data are compromised, the only available preventive measure to prevent any further abuse is permanent card blocking. 
Therefore, reactivation on a definite and limited time period, can be done only in exceptional situations when the disputable card is the only source of funds to the Holder. The Bank shall send SMS notifications to the Holder on the number that the Holder submitted to the Bank, the information of executed transactions. The Holder is obliged to notify the Bank immediately after receiving the message of consumption which he/she cannot accept as his/her own, by calling Call centre on telephone numbers 0800 100 111 and +381 11 2041 900 and block his/her credit card. If, after reporting the loss/theft the Holder finds his/her credit card, he/she must not use it but return it immediately to the Bank. Otherwise, he/she will be subject to potential costs and fees arising from the use of the blocked card. 

5.2 Replacement of credit card in case of damage and/or change of personal data of the Holder
In case of damage or change of personal data, the Holder has the right to replace the credit card. If the Holder submits a written request by completing a Bank’s form for credit card replacement, as well as by submitted requested documentation as the evidence of the change of personal data, the Bank will issue to the Holder a card with a new number and new expiry imprinted on the card and provide the Holder to create a new PIN code.

5.3 Replacement of credit card in case of loss, theft or abuse
In case of loss, theft or abuse of credit card or card data, the Holder has the right to replace credit card. If the Holder submits a written request by completing a Bank’s form for credit card replacement, the Bank will issue to the Holder a card with a new number and new expiry imprinted on the card and provide the Holder to create a new PIN code.

5.4 Reissuing of credit card
The Holder is obliged to send to the Bank a written request (by completing the Bank’s relevant form) for reissuing a card not later than 30 days before its expiry. The Bank will reissue the card to the Hodler who meets the prescribed conditions, with new expiry and provide the Holder with PIN code. 

The Holder can cancel the card use, not later than 30 days before expiry in writing by completing relevant form not stating the reason therefor, but with the obligation to return the card to the Bank. In case that the Holder terminates the Account on issuing and using the card or cancels the card use, all issued cards, the basic and additional ones shall cease to be valid, regardless of the expiry imprinted on the card, and the Holder is obliged to settle immediately all obligations arising from the card use, and/or the Agreement until the day of closing the credit account, including additional cards.
If the Holder terminates the Framework Agreement he/she is obliged to pay fee for payment services provided until the termination date. 
If the Holder fails to act in accordance with the Agreement and accompanying documents, or acts contrary to legal regulations, the Bank has the right to terminate the Framework Agreement. In case of termination or prohibition of credit card use by the Bank, the Holder is obliged to return the credit card, including additional cards. In case of termination of the Framework Agreement, the validity of all issued credit cards will be terminated, regardless of the expiry imprinted on the card. A termination statement shall be delivered by the Bank to the Holder in writing by registered post, to the address reported to the Bank by the Holder.
All transactions concluded until the day of returning all cards and submission of request for the Card termination as well as all costs, if any, shall be paid by the Holder.

The Bank reserves the right to close the card not taken over by the Holder within 2 months from the date of its production, without any special request by the Holder or notification to the Holder.
5.5 Liability of the Holder for unauthorized payment transactions
The Holder is liable for any losses arising from execution of unauthorized payment transactions, if such transactions occurred intentionally or with his/her gross negligence, and/or if they are executed due to fraudulent acts of the payer or violation of obligations for safe card use, when the Holder does not take all reasonable and appropriate measures to protect personalized safety elements (e.g. personal identification number). To use the card safely, the Holder is obliged to comply with safety guidelines specified in items 4.2 and 4.3 hereof.

The Bank shall, at the Holder’s request, and/or based on the written complaint of the Holder, carry out all necessary checks to determine responsibilities for unexecuted or incorrectly executed payment transaction.

The Holder shall be responsible for losses arising from execution of unauthorized payment transactions, up to the amounts legally prescribed as on the day of transaction execution, if such transactions are executed due to a lost or stolen credit card, or the credit card was misused because the Holder did not manage to protect personalized safety elements.
5.6 Liability of the Bank for unauthorized payment transactions

If, according to the law governing payment services the Bank is liable for unauthorised payment transaction, the Bank will immediately after finding out refund the amount of relevant transaction to the Holder, and/or return the Holder’s account to the state in which it would have been in if the unauthorized transaction had not been executed. In this case the Bank will refund all fees collected from the Holder and pay for all costs and interest to which the Holder would have been eligible if unauthorized payment transaction had not been executed.
The Bank is not responsible for the loss suffered by the Holder, incurred due to unexecuted or incorrectly executed order if the Holder is responsible, in accordance with item 4.2 of the present General Terms.
5.7 Refund of the amount of unauthorized transaction and correct execution of payment transaction 
The Bank is obliged to ensure refund to the credit card Holder under unexecuted or incorrectly executed and unauthorised payment transaction or to provide correct execution of the payment transaction, if the Holder sent the notification of unexecuted or incorrectly executed and unauthorized transaction, and/or if he/she requests correct execution of payment transction, immediately upon finding out of the payment transactions, provided that such notification and/or request are submitted not
later than within 13 months from the debit date.

If, in the process of resolving complaint, the Bank finds out that unauthorized transaction was executed, it will be obliged to refund the Holder up to the amount of payment transaction and all fees collected from him/her, as well as to refund and/or pay all interest to which the Client is entitled with regard to the unexecuted or incorrectly executed payment transaction.

5.8 The Bank’s communication with the Holder and providing information to the Holder
Communication between the Bank and Holder during the contractual relationship, and for conclusion of the Agreement will be in Serbian, except in the case when the Bank and Holder agree otherwise.

The Holder can obtain all the information with regard tothe General Terms and  Conditions in all Bank’s business premises and/or all points of sales and on the Bank’s website. 
The Bank is obliged, on the day of the Agreement conclusion, to give to the Holder the General Operating Terms and Tariff of fees for retail services, as integral part of the Framework Agreement. The Holder has the right to request during the contractual relationship paper copies of the concluded Framework Agreement and General Operating Terms and Conditions, as well as other documents which are integral part of the General Terms.
The Holder is obliged to report any loss, theft or abuse of the card to the Bank personally in the nearest business premises of the Bank or through Call Centre which is available 24 hours a day for 7 days in a week, on telephone numbers 0800 100 111 and +381 11 2041 900 available on public media (web address, social networks, the Bank’s branches, advertising material ...).

The executed transactions are booked on the credit account opened for the card Holder. The Bank sends to the Holder a statement of account, notifying the Holder of his/her obligations arising from the card use, and/or of all monetary obligations arising from the Agreement, as well as of the deadline in which obligations must be settled. The statement of account is delivered on a monthly basis to the card Holder with no fee with priority to the e-mail address defined at the Agreement conclusion, which the Holder made available to the Bank for that purpose.
All Bank’s notifications shall be considered duly delivered if addressed to the latest Holder’s address known to the Bank, and the obligation arising from the notification shall be considered executed:

· on the day of submission of the written material – package to the post by registered mail,

· on the day of sending the e-mail
· on the day on delivery in another way at the choice of the Bank.

If the Holder cannot be notified by some of the above-mentioned means of communication, the Bank has the 
right to block the client’s account or payment instrument linked to the account, as well as the use of some Bank’s services, until delivery of accurate data on the means of communication.

The Holder may notify the Bank in writing of change in his/her e-mail address for submission of the statement of account, or by calling the Calle Centre on 0800 100 111 and +381 11 2041 900. The Holder is obliged to take care of statements of account delivered by the Bank and review them on a regular basis, as well as to file complaint to the Bank in case of any disagreement or denial immediately upon its finding out. The Bank will investigage any disagreement reported by the Holder, obtain relevant information and depending on the information carry out necessary adjustments and  corrections on the credit account. The Holder may send to the Bank notifications or complaints regarding received statements of account and unauthorised or unduly executed transactions in the manner and on conditions stated in article 4.8 and article 7 of the present General Terms.
The Bank has the right to use the data submitted by the Holder to the Bank when concluding the Agreement or signing a request for some of the Bank’s services and products (address, telephone number, e-mail address and other data for contact with the Holder),  for submission of notifications of products, services and other activities of the Bank and its related parties in the form of messages, brochures, presentations and other types of business communication.
6. TERMS FOR WITHDRAWAL, AMENDMENTS AND SUPPLEMENTS TO FRAMEWORK AGREEMENT AND UNILATERAL AGREEMENT TERMINATION
6.1 The Holder’s right to withdraw from the Agreement 
The Holder has the right to withdraw from the concluded Framework Agreement within 14 days after conclusion of the Framework Agreement, without stating any reasons therefor.

Before withdrawing from the Agreement specified in paragraph 1 of this article, and before expiry of the stated term, the Holder is obliged to notify the Bank of his/her intention, in such manner that the notification needs to be confirmed, whereby the date of receipt of the notification shall be considered as the date of withdrawal. This notification shall be sent in writing to the Bank’s head office address or handed the written notification to the Bank’s business premises.
The Holder who withdraws from the Framework Agreement is obliged to immediately but not later than within 30 days from the date of sending the notification referred to in paragraph 2 of this item, return to the Bank the principal and interest for the period of using the credit. The bank has no right to other fees.

6.2 Amendments and supplements to the Framework Agreement
The Bank and card Holder establish their contractual obligation by concluding the Framework Agreement in writing. Any amendments and supplements to the Framework Agreement must be made in writing only and duly signed by both parties, except for those that are in favour of the Holder and that can be changed and applied immediately in accordance with the legal regulations.

If the Bank proposes amendments and supplements to the Framework Agreement, it is obliged to provide the Holder with the written proposal of the same, not later than two months before the proposed date of their implementation. The Holder may agree for the proposed amendments and supplements to produce legal effect before the proposed date for their implementation. It is considered that the Holder agrees with the proposed amendments and supplements to the Framework Agreement if before the day of their implementation he/she did not notify the Bank of his/her disagreement with them. The Holder may, before the day of implementation of the proposed amendments and supplements, terminate the Framework Agreement without paying any fee and other costs, if he/she does not accept proposal of amendments and supplements to the Framework Agreement.
6.3 Assignment of receivables

The Bank has the right to assign to another bank all receivables and rights from the Framework Agreement in accordance with the applicable regulations.

The Bank is obliged to notify the Holder of the assignment of receivables.

In case of assignement of the Bank’s receivables from the Agreement to another bank, the Holder reserves all rights agreed, as well as the right of filing grievance to another bank as he/she had to the Bank, while another Bank cannot put the Holder into the more disadvantageous position than the position it would have had if such receivables had not been assigned, and the Holder shall not be exposed to additional costs for that reason.
7. GRIEVANCE
The Holder has the right to file a grievance to the Bank in writing, within three years from the day of violation of his/her rights or legal interest, if he/she believes that the Bank does not comply with legal and other regulations governing payment operations, the present General Terms or the obligations from the concluded Agreement. The Bank has no obligation to review a verbal grievance, which is not supported with a written statement, as well as the grievance filed after expiry of this term.
The Holder may file a grievance at any time in the following ways:

· By completing the online form;

· By posting to the address stated within the basic information of the Bank: HALKBANK a.d. Beograd – the PR and Quality Management Department;
· By completing a brochure in the Bank’s business premises;

· By sending an email-a to prigovori@halkbank.rs

· By calling 011/2041-926 or sending fax to: 011/2041-801

The grievance must include the data of the grievant on the basis of which he/she can be identified, as well as the reasons for filing the grievance.

The written grievances submitted by e-mail after the closure of the Bank’s business hours, shall be considered received in the following business day.  The Bank shall send a written, clear and understandable reply to the grievant (the Holder) not later than within 15 days from the day of the grievance receipt. The Bank is obliged to notify the Holder in writing if the deadline stated in the previous paragraph must be prolonged for the reasons beyond the Bank’s will, with clear and understandable explanation of the reasons, as well as stating the deadline for responding to the grievance.
The Bank shall not charge any fee to the grievant, or any other costs for acting upon the grievance.

If the grievant is not satisfied with the respond to the grievance or the respond is not delivered within the deadline prescribed here in, the grievant may, before initiating the court procedure, file a complaint to the National Bank of Serbia if he/she believes that the Bank does not comply with laws, other regulations and general terms and conditions governing payment  services and protection of financial service consumes, good business practices regarding such services or obligations arising from the concluded Agreement, in writing, to the National Bank of Serbia, Division for Protection and Education of Financial Service Consumers, Nemanjina 17, 11000 Belgrade or by e-mail to the e-mail address written on its website (zastita.korisnika@nbs.rs). The grievant may submit the above-mentioned complaint within six months from the day of receiving the Bank’s response or expiry of the deadline for responding to the grievance.
8. TRANSITIONAL AND FINAL PROVISIONS
By signing the Agreement governing the Card issuing, the Holder confirms to be acquainted with the present General Terms, that he/she had sufficient time to get familiar with its contents and that he/she fully agrees with them. 
The Holder agrees that the Bank has the right to amend the present General Terms, Tariff of Fees for Retail Services and Time Schedule without explicit consent of the Holder. The Bank undertakes to submit to the Holder in writing proposal for amendments if they refer to the contractual relationship between the Holder and the Bank, not later than two months before the proposed day for commencement of implementation of the amendments. The Holder may agree that proposed amendments have legal effect before the proposed day for commencement of their implementation. It will be considered that the Holder agrees with the proposed amendments if he did not notify the Bank of disagreement with the proposal before the day of commencement of their implementation. If the Holder does not agree with the proposed amendments, he/she has the right to cancel the payment card before the commencement of the implementation of the proposed amendments, without payment any fee for the service.
During the validity of the Framework Agreement, the Holder has the right to request a copy of his/her Agreement and General terms relating to the Card use, as well as the information of the obligatory elements of the Agreement submitted in the pre-agreement phase, 

in paper form or another durable data carrier.
Provisions of these General Terms shall come into force upon expiry of 15 days from the day of their posting in the Bank’s business premises and its website: 

www.halkbank.rs. The present General Terms shall apply to credit cards issued from 01.12.2018, regardless of their name and brand of the relevant card organization.

The General Terms for retail payment cards in effect since 01.10.2015 shall apply to the cards issued until the date stated in the previous paragraph.  
For anything not agreed by the present General Terms  nd/or Frame Agreement, provisions of the General  Operating Terms of HALKBANK a.d. Beograd shall apply,

that are posted on a visible place in all business remises in which the Bank offers services to the Holders, as well  as on the Bank’s website: www.halkbank.rs. In case that some provision of the General Operating Terms   regulates the matter which is subject of the present General  Terms  in a different way, the provisions of the present General Terms shall apply. In case of non-compliance between the Present General Terms and and the Agreement, the provisions of the Agreement shall prevail.


APPENDIX 1

Credit card expiry period:    3 years

	
	Characteristics
	VISA Classic
	
	VISA Gold
	
	Mastercard World

	
	
	
	
	
	
	

	
	Repayment model
	Installment
	
	Revolving
	
	Revolving

	
	
	
	
	
	
	

	
	Currency:
	RSD
	
	RSD
	
	RSD

	
	
	
	
	
	
	

	
	Use:
	
	
	
	
	

	
	ATM
	
	
	
	
	

	
	In the country
	YES
	
	YES
	
	YES

	
	         Abroad 
	YES
	
	YES
	
	YES

	
	POS
	
	
	
	
	

	
	In the country
	YES
	
	YES
	
	YES

	
	         Abroad
	YES
	
	YES
	
	YES

	
	E-commerce
	
	
	
	
	

	
	         In the country
	YES
	
	YES
	
	YES

	
	         Abroad 
	YES
	
	YES
	
	YES

	
	
	YES
	
	
	
	

	
	Technology:
	
	
	
	
	

	
	Magnetic stripe
	YES
	
	YES
	
	YES

	
	Chip Contact
	YES
	
	YES
	
	YES

	
	Chip Contactless
	YES
	
	YES
	
	YESE

	
	
	
	
	
	
	

	
	Benefits:
	
	
	
	
	

	
	Safe Internet purchase (3DSecure)
	YES
	
	YES
	
	YES

	
	Insurance
	
	
	
	
	

	
	Insurance of misuse
	optional
	
	optional
	
	optional

	
	Health insurance
	optional
	
	optional
	
	optional

	
	Travel insurance
	optional
	
	optional
	
	optional

	
	Life insurance
	optional
	
	optional
	
	optional

	
	Road assistance
	optional
	
	optional
	
	optional

	
	         Home assistance
	optional
	
	optional
	
	optional

	
	Insurance of purchased product
	optional
	
	optional
	
	optional

	
	Concierge
	NO
	
	NO
	
	NO

	
	Lounge key
	NO
	
	NO
	
	NO

	
	
	
	
	
	
	

	
	Daily limits per amount and number of transactions:
	
	
	
	
	

	
	Cash withdrawal in the country
	50.000 (10)
	50.000 (10)
	50.000 (10)

	
	Cash withdrawal abroad
	500 (10)
	500 (10)
	500 (10)

	
	POS purchase in the country
	100.000 (50)
	100.000 (50)
	100.000 (50)

	
	POS purchase abroad
	1.000 (50)
	1.000 (50)
	1.000 (50)

	
	E-commerce in the country
	100.000 (20)
	100.000 (20)
	100.000 (20)

	
	E-commerce abroad
	1.000 (20)
	1.000 (20)
	1.000 (20)

	
	
	
	
	
	
	

	
	Regular interest
	NO
	
	YES
	
	YES

	
	
	
	
	
	
	

	
	Default interest
	YES
	
	YES
	
	YES

	
	
	
	
	
	
	

	
	Legal default interest
	YES
	
	YES
	
	YES

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	Date of monthly processing:
	Last day in a month
	
	Last day in a month
	
	Last day in a month

	
	
	
	
	
	
	

	
	
	15th day in a month / if 
	
	15th day in a month / if 
	
	15th day in a month / if 

	
	Deadline for payment:
	It is non-business day, deadline is moved to the next business day
	
	It is non-business day, deadline is moved to the next business day
	
	It is non-business day, deadline is moved to the next business day

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	Collateral:
	YES
	
	YES
	
	YES
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