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GENERAL INFORMATION OF EURAM BANK FOR PAYMENT SERVICES  

FOR CONSUMERS 

VERSION 2/2017 

Customers of EURAM Bank, classified as con-

sumers according to section 1 para. 1 no. 2 Kon-

sumentenschutzgesetz (consumer protection act), 

are herewith being informed on the payment ser-

vices offered by EURAM Bank, which, however, 

not replace the required contractual agreements.  

1 THE COMPANY 

1.1 Information on the company 

European American Investment Bank AG 

Wallnerstrasse 4 (Palais Esterházy), A-1010 Vien-

na, Austria 

 Telephone: +43 1 512 38 80-0 

 Fax: + 43 1 512 38 80-888 

 Email: office@eurambank.com 

 Internet address: www.eurambank.com  

 Legal venue: Vienna Commercial Court 

 Companies’ register court: Vienna Commercial 

Court 

 Companies’ register number: FN 286544p 

 BIC (SWIFT)
1
: EUAAATWW 

 VAT reg. no.
2
: ATU 63119949 

 DPR no.: 1059602 

Regulatory authority: Österreichische Finanz-

marktaufsicht (Austrian Banking Supervision), 

Bereich Banken- und Wertpapieraufsicht, Otto-

Wagner-Platz 5, A-1090 Vienna, website: 

www.fma.gv.at  

Chamber/professional association:  Wirtschafts-

kammer Österreich (Austrian Chamber of Com-

merce), Bundessparte Bank und Versicherung, 

Wiedner Hauptstrasse 63, A-1040 Vienna, websi-

te: www.wko.at  

Main activity: Credit institution as per section 1 

(1) Bankwesengesetz (banking act) 

Technical service: the sole contracting partner of 

the customer is EURAM Bank. For the purpose of 

providing services in connection with the custom-

er's account, the latter retains CPB Software (Aus-

tria) GmbH, FN 174113z, Vorgartenstrasse 206c, 

A-1020 Vienna, website: www.cpb-software.com, 

as service provider. 

The applicable trade law provisions and profes-

sional regulations are, in particular, the banking act 

                                                           
1 Bank Identifier Code = international bank code 
2 Sales tax identification number 

(Fed. Law Gaz. no. 532/1993 as amended) and the 

securities supervision act (Wertpa-

pieraufsichtsgesetz; Fed. Law Gaz. no. 753/1996 

as amended). 

Said legal provisions are availabe at: 

www.ris.bka.gv.at. 

1.2 License 

The Austrian Financial Market Supervision (FMA) 

has granted to EURAM Bank a license for the 

provision of banking services, entitling EURAM 

Bank to carry out payment services for its custom-

ers. 

2. PAYMENT ACCOUNT CONTRAC, 

TERMS AND CONDITIONS, COSTS 

2.1 Payment account contract, General and 

Special Terms and Conditions, and terms for 

the participation in EURAM e-Banking 

Prior to opening a current account, the customer 

receives the information in hand and the payment 

account contract as well as the following terms and 

conditions and information, as amended in each 

case, applicable as agreed between the customer 

and EURAM Bank: 

 General Terms and Conditions (GTC) of 

EURAM Bank 

 Terms for credit cards of EURAM Bank 

 Terms for electronic credit card billing 

 Terms of participation in EURAM e-Banking 

At any time during the term of the payment ac-

count contract, the customer may request to be 

resubmitted the information in hand and the above-

stated terms in hardcopy or on any other durable 

data carrier. 

All terms shall form the basis for the business 

relationship with EURAM Bank. 

The General Terms and Conditions (GTC) shall 

apply across products. The remaining business 

terms shall only apply to the relevant products. 

2.2 Amendments to the payment account con-

tract and the terms 

EURAM Bank shall notify the customer of any 

amendments to the payment account contract, the 

above-mentioned terms or the agreements made in 

respect of individual payment services no later 

than two months prior to the proposed time of their 
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application. EURAM Bank shall point to the cus-

tomer, that he/she has the option to object to the 

amendments so notified in writing within the 

above-stated deadline of two months. In the infor-

mation on amendments EURAM Bank shall also 

point out the customer's right to terminate his/her 

framework agreements for payment services (in 

particular the payment account contract) free of 

charge and without notice prior to the amendments 

taking effect.  

Agreed adjustments of fees and charges pursuant 

to changes of the consumer price index are not 

subject to the aforementioned procedure. 

2.3 Term and termination 

The payment account contract and agreements for 

individual payment services shall be concluded for 

an indefinite period. They may be terminated by 

the customer without charge at any time with a 

period of notice of one month. EURAM Bank may 

terminate the payment account contract and 

agreements for individual payment services with-

out serious grounds at any time, subject to a period 

of notice of two months. 

2.4 Charges and fees 

The charges and fees invoiced by EURAM Bank 

to the customer for account management and for 

payment services under the payment account con-

tract are contained in the current term sheet which 

will be handed over to the customer together with 

this information folder and shall become part of 

the payment account contract. 

Changes to fees shall be possible according to 

clause 2.2. Apart from the fees of EURAM Bank 

as shown in current term sheet, cash expenses may 

also be incurred, which EURAM Bank must pay 

during execution of customer orders. They shall 

also be borne by the customer. 

2.5 Foreign currency transactions 

If it is required, within the scope of payment ser-

vices to be rendered by EURAM Bank, to buy or 

sell amounts in foreign currency, said sale or pur-

chase shall be effected by EURAM Bank based on 

the current market-compliant exchange rate gener-

ally charged by EURAM Bank to its customers. 

Further charges of EURAM Bank incurred in the 

process are contained in the current term sheet. 

2.6 Interest 

The agreed interest rates for credit and debit bal-

ances are contained in the current term sheet. 

Changes to interest rates shall be possible accord-

ing to clause 2.2. 

 

3. COMMUNICATION WITH EURAM BANK 

3.1 Language 

For the conclusion of contracts and in transactions 

with its customers, EURAM Bank uses the Ger-

man language. 

3.2 Communication 

Apart from a personal conversation during opening 

hours at the EURAM Bank premises, the bank can 

be reached as indicated in clause 1.1 "Information 

on the company". 

3.3 Legally binding statements and notices 

Legally relevant correspondence between EURAM 

Bank and its customers shall be in writing (in 

particular by way of account statements), unless 

agreed otherwise. 

The type of communication agreed for the respec-

tive payment service shall be used for authorizing 

payment orders as well as for notifications and 

information in connection with payment orders. 

The following options are available provided the 

customer disposes of the necessary technical 

equipment i.e. computer and telecommunication 

device: 

 EURAM e-Banking using the personalized 

identification features agreed (in particular user 

ID, PIN and/or TAN); 

 fax, e-mail and telephone (indicating customer 

number and password); or 

 other means of electronic data transmission, 

mailbox in EURAM e-Banking and/or TIPAS, 

observing the safety precautions agreed in this 

respect. 

4. SERVICES OF EURAM BANK RELATED 

TO PAYMENT TRANSACTIONS 

4.1 General description of "payment services" 

4.1.1 Payout transaction 

Services enabling cash withdrawals from a pay-

ment account, as well as all procedures required 

for the management of a payment account 

4.1.2 Execution of payment transaction 

The execution of payment transactions to a pay-

ment account at the user's bank or with any other 

credit institution 

4.1.2.1 Debit advice transaction 

The execution of debit entries including one-time 

debit entries 

4.1.2.2 Payment card transaction 

The execution of payment transactions by way of 

payment cards or similar instruments 

4.1.2.3 Bank transfer 

The execution of bank transfers including standing 
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orders 

4.2 Description of the essential features of the 

above-stated payment services 

4.2.1 Management of payment accounts includ-

ing handling of cash payout transactions in 

connection with such accounts 

Payment accounts are accounts exclusively serving 

the purpose of payment transactions and not that of 

investing money. 

Upon opening a payment account, the future ac-

count holder must prove his/her identity. Payment 

accounts will be kept under the name or company 

name of the account holder and a number. The 

persons authorized to dispose of or sign for a pay-

ment account must deposit their specimen signa-

ture with EURAM Bank. EURAM Bank will per-

mit dispositions in writing within the scope of the 

account relationship with the customer on the basis 

of the specimen signatures so deposited. 

Only the account holder shall be entitled to dispose 

of the payment account. Only those persons whose 

representative authority derives under the law or 

who were explicitly granted the power of disposi-

tion in writing shall be authorized to represent the 

account holder. They must provide proof of their 

identity and representative authority. 

The account holder may explicitly grant signatory 

power to other persons in writing. The authorized 

signatory shall exclusively be authorized to effect 

and revoke acts of disposition with respect to the 

credit balance. Cash deposits on a payment ac-

count shall be excluded. Cash withdrawals from a 

payment account shall be possible by an author-

ized person (account holder, signatory, authorized 

agent etc.) upon corresponding legitimation or 

verification of the respective authority. 

4.2.2 Execution of payment transactions 

4.2.2.1 Direct debit transactions 

In case of a direct debit, the customer gives his/her 

consent to the recipient of the payment, its bank or 

his/her own bank, entitling the payment recipient 

to subsequently debit the customer's payment ac-

count. 

Procedure for the execution of direct debit entries: 

 debit via the direct debit procedure 

 debit via the SEPA direct debit procedure 

With the direct debit procedure the payer entitles 

the payee to debit his account via EURAM Bank 

as his account-holding bank. 

SEPA Direct Debit is the transborder direct debit 

mandate in euros for the entire Single Euro Pay-

ments Area (SEPA).  

 

With the SEPA direct debit procedure the payer 

places a direct order with the payee to carry out the 

debit entry. EURAM Bank as account holding 

bank of the payer is not involved in this procedure 

and will only carry out the accounting entry.  

Differences between the procedures 

For the direct debit procedure there is no option to 

revoke the debit entry, if the bank delivers evi-

dence that the customer received information on 

the upcoming debit at least four weeks prior to the 

payment due date either from the bank or the pay-

ee in an agreed manner, or if the customer author-

ised the exact amount of the direct debit in his/her 

debit order or vis-à-vis the payee. 

For the SEPA direct debit procedure the revoke 

period amounts to 56 calendar days. Within that 

period, customers whose payment account the 

direct payment was effected form, may have each 

booked debit transaction reversed on the basis of 

an objection without stating any reasons.  

4.2.2.2 Execution of payment transactions by 

way of credit cards or similar instruments 

A) Credit cards 

Using a credit card, the card holder is entitled, 

upon entry of the personal code - also called PIN 

(personal identification number) - or against sign-

ing, within the agreed credit limit, 

 to procure goods and services from the con-

tracting companies by submitting the credit 

card, without cash payment; 

 to procure the services of the contracting com-

panies without submitting the card and without 

cash payment within the scope of distant sell-

ing through purchase orders effected in writing 

or by telephone, provided the respective con-

tracting company offers this option; the same 

applies to the conclusion of legal transactions 

on the internet or using a mobile terminal de-

vice (e-Commerce, m-Commerce); 

 to withdraw cash to the extent agreed at credit 

institutions authorized accordingly; 

 to withdraw cash, up to the agreed limit, at 

automated teller machines (ATMs) specifically 

marked for card-based withdrawals in Austria 

and abroad using the bank card and the person-

al code. 

B) EURAM e-Banking by internet 

EURAM e-Banking by internet enables the cus-

tomer, within the scope of EURAM e-Banking, to 

make inquiries, to place orders, to upload files, and 

to communicate by e-mail, by entering personal-

ized identification features (user number, PIN and 

TAN). 
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4.2.2.3 Bank transfers (also in the form of 

standing orders) 

Transfer orders must contain information on the 

recipient’s payment service provider (sort code or 

Bank Identifier Code / BIC) and the account num-

ber or International Bank Account Number 

(IBAN). This information constitutes the recipi-

ent’s customer identifier. In addition the names of 

payer and recipient must be included. In any case, 

the reason for transfer indicated in the transfer 

order is irrelevant to EURAM Bank. 

Transfer orders may be issued by the customer in 

writing or electronically by way of EURAM e-

Banking, as agreed with EURAM Bank. 

However, EURAM Bank shall also be entitled to 

carry out transfer orders given by way of tele-

communication (in particular by telephone, e-mail  

or telefax). EURAM Bank shall only be obliged to 

carry out such orders if the customer has made a 

corresponding agreement with EURAM Bank. 

EURAM Bank shall only be obliged to carry out 

any transfer order if complete cover is available on 

the customer's account (credit balance, overdraft 

facility). 

The SEPA bank transfer is the uniform European 

payment transactions product for domestic and 

transnational bank transfers in Euro throughout the 

entire SEPA (Single Euro Payments Area). 

A standing order is a one-time written or electronic 

order by the customer to transfer the same amount 

in intervals or on fixed dates to a specified ac-

count. It may be issued for a limited or unlimited 

period. 

5. DUTIES OF CARE IN CASE OF PAY-

MENT INSTRUMENTS AND BLOCKING OF 

PAYMENT INSTRUMENTS 

5.1 Duties of care on the customer's part in case 

of payment instruments 

Upon receipt of a payment instrument, and when 

using the same, the customer must take all reason-

able precautions to protect the personalized safety 

features (especially PIN, TAN etc.) and the pay-

ment instrument (e.g. credit card) from unauthor-

ized access (please find a detailed description of 

the payment instruments and of the personalized 

safety features in clause 4.2.2.2). 

In their own interest, customers shall be obliged to 

carefully store the payment instrument. Passing on 

the payment instrument to third parties shall not be 

admissible. The personalized safety features must 

be kept confidential and must not be written on the 

payment instrument. The personalized safety fea-

tures must not be disclosed to anyone, especially 

also not to relatives, other account holders or other 

card holders. When using the personalized safety 

features, care must be taken that they cannot be 

spied out or tracked by third parties. 

5.2 Blocking of payment instruments 

5.2.1 Blocking by EURAM Bank 

EURAM Bank can block a payment instrument if  

 there are objective reasons relating to the safety 

of the payment instrument that justify this way 

of procedure; 

 any unauthorized or fraudulent use of the pay-

ment instrument is suspected; 

 the customer has failed to meet his/her pay-

ment obligations with respect to a credit line 

associated with a payment instrument and ei-

ther the settlement of said payment obligations 

is jeopardized due to any impairment or endan-

germent of the financial circumstances of the 

customer or any co-debtor or the customer's in-

solvency has occurred or is imminent. 

EURAM Bank will inform the customer accord-

ingly if possible prior to blocking the payment 

instrument, but no later than after such blocking. 

However, this information may also be omitted if 

it would be contrary to objective safety considera-

tions or violate any judicial or official order. When 

using any payment instrument, the customer must 

observe the terms of issue and use applicable to the 

latter. 

5.2.2 Blocking by the customer 

The customer must report the loss or theft, the 

misuse or other unauthorized use of a payment 

instrument and of EURAM e-Banking to EURAM 

Bank in person, in writing or by telephone imme-

diately, as soon as he/she becomes aware of the 

relevant circumstances. 

The telephone number +43 (01) 512 38 80-0 is 

available for the receipt of blocking reports during 

the opening hours of EURAM Bank. 

6. AUTHORIZATION AND EXECUTION OF 

PAYMENT ORDERS 

6.1 Authorization, cancelation and refusal of 

payment orders 

EURAM Bank shall only consider payment orders 

as authorized if the customer has consented to the 

respective payment transaction in the form agreed 

with him/her for that purpose and using a payment 

instrument agreed with him/her for that purpose. 

Judicial or official orders may replace such con-

sent. 

The consent may be cancelled by the customer 

 up to the time the customer's payment order is 
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received by EURAM Bank 

 or – in case of any future date of execution 

being agreed – prior to the end of the business 

day preceding the agreed date. Debit entries 

and direct debit authorizations may be can-

celled by the customer no later than at the end 

of the business day preceding the agreed date 

of the debit entry. 

 or – in case a standing order was agreed – three 

business days prior to the end of the business 

day preceding the agreed date. 

EURAM Bank may only refuse to execute any 

authorized payment order if 

 it does not meet all requirements stipulated in 

the current account contract and the terms (in 

particular if any required information is miss-

ing or if there is insufficient cover through 

credit balances or open credit lines), or 

 execution of the order would violate regula-

tions under EU or national law or any judicial 

or official orders, or 

 there is a justified suspicion that execution of 

the order would constitute a criminal act. 

6.2 Execution/duration of payment orders 

In case of payment transactions in euro, EURAM 

Bank will make sure that the respective amount is 

received by the recipient's payment service provid-

er domiciled within the SEPA region no later than 

one business day after receipt of the payment or-

der. 

The above-mentioned deadlines shall be extended 

by another business day in each case for payment 

orders issued in hardcopy form. 

For payment transactions within the SEPA region 

that are not denominated in Euros but any other 

currency of a SEPA country, the execution dead-

line shall be a maximum of four business days. 

In case of payment orders in favour of recipient 

accounts managed by banks outside the SEPA 

region, or in case of payment orders in other cur-

rencies than the Euro or any currency of a SEPA 

country, EURAM Bank shall be obliged to take 

care that the payment order is processed as quickly 

as possible. 

6.3 Liability of EURAM Bank for failure to 

execute or faulty execution of payment orders 

In case of Euro payment orders or payment orders 

in the currency of any SEPA country in favour of a 

recipient account managed within the SEPA re-

gion, EURAM Bank shall be liable to the customer 

for the proper and timely execution of the payment 

order until receipt of the amount at the recipient's 

payment service provider. 

In case of payment orders in favour of recipient 

accounts managed by banks outside the SEPA 

region, or in case of payment orders in other cur-

rencies than the Euro or any currency of the SEPA 

region, EURAM Bank shall be obliged to take care 

that the payment order is processed as quickly as 

possible and to involve other suitable payment 

service providers for that purpose - unless the 

service providers were explicitly designated by the 

customer. 

As of the time of receipt of the relevant amount, 

the payment service provider of the recipient shall 

be liable to the latter for the proper further pro-

cessing of the payment transaction. 

If a payment order is triggered by or through the 

recipient of the payment, the latter's payment ser-

vice provider shall be liable towards the recipient 

of the payment 

 for proper transmission of the payment order to 

the payment service provider of the payer, and 

 for processing the payment transaction in line 

with its duties regarding value date and availa-

bility. 

6.4 Information on individual payment transac-

tions 

Immediately upon execution of any payment 

transaction EURAM Bank shall forward the fol-

lowing information to the customer via the select-

ed way of communication: 

 a reference allowing to identify the relevant 

payment transaction, as well as information on 

the payment recipient, if applicable; 

 the amount concerned in the currency of the 

debit charged to the customer's payment ac-

count, or in the currency used in the payment 

order; 

 the foreign exchange rate underlying the pay-

ment transaction, if applicable; 

 the value date of the debit entry or the date of 

receipt of the payment order. 

Moreover, EURAM Bank shall make available to 

the customer, upon request and using the same 

means of communication, a list of charges incurred 

in the previous month for the processing of pay-

ment transactions. Said information shall be pro-

vided to the customer both as payer and as pay-

ment recipient. 

6.5 Date of receipt of payment orders 

A payment order shall have been received by 

EURAM Bank on the same day if the order arrives 

at EURAM Bank on a business day until the points 

in time (Cut-off times) shown in the list below. If 

an order is not received on a business day or ac-

cording to the times stated below, it shall only be 

deemed received on the next business day. Busi-

ness days of EURAM Bank shall be Monday to 
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Friday, except for (regional) public holidays and 

24 December. Good Friday shall not be a business 

day (for the purposes of payment transactions). 

Cut-off times for same-day processing: 

(i) for transfers in EUR: 12:00 pm 

(ii) for transfers in other currencies: 13:00 

7. LIABILITY AND DUTY OF REFUND IN 

CONNECTION WITH PAYMENT ORDERS 

7.1 Payment transactions not authorized by the 

customer 

7.1.1 Adjustment of the debit entry on the ac-

count 

If a payment order was carried out debiting a cus-

tomer's account without authorization by the cus-

tomer, EURAM Bank shall immediately restore 

the customer's account so debited to the balance it 

would show without the unauthorised payment 

transaction, i.e. in particular reverse the debit entry 

on the account in the amount of the payment trans-

action with the value date of the debit entry. The 

customer shall immediately inform EURAM Bank 

as soon as he/she detects any not authorized pay-

ment transaction. The customer's right to adjust-

ment shall lapse 13 months after the date of the 

debit entry at the latest. 

7.2 Liability of the customer 

If any payment transactions not authorized by the 

customer are based on the misuse of a payment 

instrument, the customer is obliged to indemnify 

EURAM Bank for the entire loss incurred as a 

consequence, provided that the customer  

(i) has fraudulently enabled the loss to occur, or 

(ii) has caused the loss to occur through intentional 

or grossly negligent violation of the duties in-

cumbent upon him/her in connection with the 

careful safekeeping of payment instruments. 

If the customer has violated said duties only negli-

gently (if he/she violated the duty of care in a way 

that cannot always be excluded even with persons 

of average diligence) the customer's liability for 

the loss shall be limited to an amount of € 150.-. 

The customer's liability shall lapse (except for the 

instance mentioned in (i) above) for payment 

transactions effected by means of any payment 

instrument after the customer ordered EURAM 

Bank to block said payment instrument. 

7.3 Reversal of an authorized payment transac-

tion triggered by the payment recipient 

The customer shall have a claim against EURAM 

Bank for reimbursement of the full amount of an 

authorized payment transaction triggered by or 

through a payment recipient. For the SEPA direct 

debit procedure the revoke period amounts to 56 

calendar days. Within that period, customers 

whose payment account the direct payment was 

effected form, may have each booked debit trans-

action reversed on the basis of an objection with-

out stating any reasons. EURAM bank will process 

a legitimate request for reversal of a direct debit 

transaction within 10 business days.  

8. COMPLAINTS 

EURAM Bank does everything in its power to 

serve the customer in the best possible way with 

respect to his/her concerns, requests and needs in 

all banking matters. Should the customer neverthe-

less have reason to complain, EURAM Bank shall 

investigate that complaint without delay. For that 

purpose, customers should either contact their 

account managers or – if no satisfactory solution 

can be achieved in this way – contact EURAM 

Bank’s complaints management via an e-mail 

addressed to complaints@eurambank.com 

Moreover, customers may address certain com-

plaints to the Gemeinsame Schlichtungsstelle der 

Österreichischen Kreditwirtschaft (Mediation 

Office of Austrian Credit Service Sector), see 

details below, or submit a complaint to Öster-

reichische Finanzmarktaufsicht (Austrian Banking 

Supervision), Otto-Wagner-Platz 5, A-1090 Vien-

na. 

9. EXTRAJUDICIAL SETTLEMENT 

The Austrian credit services sector has established 

a joint mediation office to settle certain complaints 

outside the courts. Customers may turn to that 

mediation office in case of specific disputes. 

Gemeinsame Schlichtungsstelle der Österreichi-

schen Kreditwirtschaft, Wiedner Hauptstraße 63, 

A-1045 Vienna, Austria, website: 

www.bankenschlichtung.at 

Said mediation office is competent in case of com-

plaints regarding 

 transnational bank transfers, 

 transactions using electronic payment instru-

ments, 

 electronic business transactions, 

 transnational payments in euros, 

 distant selling of financial services, 

 lack of information during the granting of resi-

dential loans, 

 the code of conduct in case of switching ac-

counts, and 

 the consumer loan protection guideline. 

 


