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II

(Non-legislative acts)

REGULATIONS

COMMISSION DELEGATED REGULATION (EU) 2021/1722 

of 18 June 2021

supplementing Directive (EU) 2015/2366 of the European Parliament and of the Council with regard 
to regulatory technical standards specifying the framework for cooperation and the exchange of 
information between competent authorities of the home and the host Member States in the context 
of supervision of payment institutions and electronic money institutions exercising cross-border 

provision of payment services 

(Text with EEA relevance) 

THE EUROPEAN COMMISSION,

Having regard to the Treaty on the Functioning of the European Union,

Having regard to Directive (EU) 2015/2366 of the European Parliament and of the Council of 25 November 2015 on 
payment services in the internal market, amending Directives 2002/65/EC, 2009/110/EC and 2013/36/EU and Regulation 
(EU) No 1093/2010, and repealing Directive 2007/64/EC (1), and in particular Article 29(7) thereof,

Whereas:

(1) In accordance with Title II of Directive (EU) 2015/2366, the framework for cooperation and for the exchange of 
information between competent authorities of the home and the host Member States is to enhance cooperation 
between competent authorities and ensure consistent and efficient supervision of payment institutions providing 
payment services in other Member States by specifying the method, means and details of cooperation, including the 
scope and treatment of information to be exchanged.

(2) In order to facilitate communication and exchange of information with competent authorities in other Member 
States, competent authorities should designate single points of contact. They should notify those contact points to 
the European Banking Authority (EBA) and to competent authorities in other Member States so that those 
authorities in other Member States know to whom they should address their requests and notifications. Competent 
authorities should also indicate the languages in which they can receive correspondence from competent authorities 
in other Member States.

(3) Standardised forms should be introduced and made available to competent authorities to facilitate their 
communication when requesting and notifying information from and to each other, in order to ensure consistent 
and efficient cooperation. Those standard forms should be flexible enough to allow competent authorities to 
introduce the relevant explanations and information, upon request, and on their own initiative, information that 
they consider to be essential. It is desirable to introduce deadlines to avoid undue delays regarding the request, 
exchange and notification of information among competent authorities.

(4) Where the competent authorities of the host Member States require payment institutions located in their territory to 
report to them periodically on the activities carried out, they should indicate to those payment institutions, the 
registered office or head office of which is situated in another Member State the language in which and the 
electronic means, where available, by which they may submit the reports. Furthermore, to enable EBA to fulfil its 

(1) OJ L 337, 23.12.2015, p. 35.
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mandate to contribute to supervisory cooperation and convergence as envisaged in Regulation (EU) No 1093/2010 
of the European Parliament and of the Council (2) and for the purposes of applying Directive (EU) 2015/2366 
consistently, host competent authorities should inform EBA about their decision to require payment institutions 
having branches or agents within their territories to report to them periodically.

(5) The content and the format of the reports to be submitted to host competent authorities by payment institutions 
having branches or agents within their territories should ensure the comparability of the data reported and, to the 
extent possible, the predictability of the data.

(6) In order to enhance cooperation, where the competent authority of the home Member State intends to carry out an 
on-site inspection of an agent or a branch of a payment institution located in the territory of another Member State, a 
specific procedure should be set out. The competent authority of the host Member State may also be able to ask the 
competent authority of the home Member State to carry out an on-site inspection at the head office of a payment 
institution situated in the home Member State. Competent authorities of the home and the host Member States 
should engage in ongoing dialogue to coordinate the various stages of any on-site inspection.

(7) In accordance with Article 6(1)(a) of Directive 2009/110/EC of the European Parliament and of the Council (3), 
electronic money institutions, in addition to issuing electronic money, are entitled to engage in the provision of 
payment services. Further, in accordance with Article 3(1) of that Directive, the procedures for supervision of 
payment institutions exercising the right of establishment and freedom to provide services, including any periodical 
reporting required from payment institutions, apply mutatis mutandis to electronic money institutions. Article 3(4) of 
Directive 2009/110/EC also establishes that the provisions for supervision of payment institutions exercising the 
right of establishment and freedom to provide services apply mutatis mutandis to electronic money institutions 
distributing electronic money in another Member State through natural or legal persons that act on their behalf, 
with the exception of the appointment of central contact points in accordance with Article 29(4) of Directive (EU) 
2015/2366. Article 3(5) of Directive 2009/110/EC provides that electronic money institutions may not issue 
electronic money through agents, while they are allowed to provide payment services through agents subject to the 
conditions laid down in Article 19 of Directive (EU) 2015/2366. Cross-border cooperation among competent 
authorities in relation to electronic money institutions having branches, agents or distributors within the territory 
of a host Member State should be facilitated with regard to the content and the format of the reports to be 
submitted. Nevertheless, information for monitoring compliance with the provisions of national law transposing 
Titles III and IV of Directive (EU) 2015/2366 should be submitted only by electronic money institutions providing 
payment services via branches or agents that are establishments in the host Member States.

(8) This Regulation is based on the draft regulatory technical standards submitted by EBA to the Commission.

(9) EBA has conducted open public consultations on the draft regulatory technical standards on which this Regulation is 
based, analysed the potential related costs and benefits and requested the advice of the Banking Stakeholder Group 
established in accordance with Article 37 of Regulation (EU) No 1093/2010,

HAS ADOPTED THIS REGULATION:

Article 1

Subject matter and scope

1. This Regulation establishes the framework for cooperation and for the exchange of information between the 
competent authorities of the home Member State and the host Member State in accordance with Title II of Directive (EU) 
2015/2366 and, as far as the payment service business is conducted under the right of establishment, for the monitoring 
of compliance with the provisions of national law transposing Titles III and IV of that Directive.

(2) Regulation (EU) No 1093/2010 of the European Parliament and of the Council of 24 November 2010 establishing a European 
Supervisory Authority (European Banking Authority), amending Decision No 716/2009/EC and repealing Commission Decision 
2009/78/EC (OJ L 331, 15.12.2010, p. 12).

(3) Directive 2009/110/EC of the European Parliament and of the Council of 16 September 2009 on the taking up, pursuit and prudential 
supervision of the business of electronic money institutions amending Directives 2005/60/EC and 2006/48/EC and repealing Directive 
2000/46/EC (OJ L 267, 10.10.2009, p. 7).
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2. This Regulation also establishes the means and details of any periodical reporting required by the competent 
authorities of the host Member States from payment institutions having agents or branches within their territories on the 
payment business activities carried out in their territories, including the frequency of such reporting, in accordance with 
Article 29(2), first subparagraph) of Directive (EU) 2015/2366.

3. This Regulation shall also apply mutatis mutandis to the framework for cooperation, and for the exchange of 
information, between the competent authorities of the home Member State and of the host Member State with regard to 
the exercise of the right of establishment or of the freedom to provide services by electronic money institutions in 
accordance with Article 111 of Directive (EU) 2015/2366, including the means and details of any periodical reporting 
required by the competent authorities of the host Member States from electronic money institutions having agents, 
branches or distributors within their territories on the payment business activities and electronic money activities carried 
out in their territories, including the frequency of such reporting, in accordance with the first subparagraph of Article 
29(2) of Directive (EU) 2015/2366.

Article 2

Single contact points

1. The competent authorities shall designate a single contact point to receive and transmit requests for cooperation and 
for the exchange of information in accordance with Article 4. The single contact point shall be a dedicated functional 
mailbox.

2. Each competent authority shall make information on the single contact points referred to in paragraph 1 available to 
the other competent authorities and to the European Banking Authority (EBA).

3. Based on the information received by the competent authorities, EBA shall maintain a list of single contact points 
referred to in paragraph 1 and shall make that list available to the competent authorities.

4. The competent authorities shall communicate updates on the information on single contact points referred to in 
paragraph 1 to EBA and shall be solely responsible for the validity of the information provided to EBA.

Article 3

General requirements

1. The requests for information and the responses exchanged between competent authorities in accordance with this 
Regulation shall be submitted in writing in a language customary in the field of finance, or in any Union language accepted 
by the competent authorities of the home and the host Member States.

Those requests and responses shall be transmitted in a secure way by electronic means, where those means are accepted by 
the competent authorities of the home and the host Member States.

2. Where the requesting authority has objective reasons justifying the urgency of the request, the requesting authority 
may make the request by means other than those referred to in paragraph 1, including orally. Any request for cooperation 
or exchange of information made orally shall be subsequently confirmed in writing in accordance with paragraph 1, unless 
the competent authorities concerned agree otherwise.

3. Each competent authority shall communicate the languages accepted in accordance with paragraph 1 to EBA. EBA 
shall include that information, for each competent authority, in the list of single contact points referred to in Article 2(2).
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Article 4

Submission of requests for cooperation or exchange of information

Requests for cooperation of or exchange of information with a competent authority in another Member State shall be 
submitted to the single contact point of the requested authority by completing the form in Annex I. The requesting 
authority may attach to the request any document or other material deemed necessary to support the request.

Article 5

Reply to a request for cooperation or exchange of information

1. No later than twenty working days after receipt of a request for cooperation or exchange of information, the 
requested authority shall provide the following information:

(a) all relevant information specified by the requesting authority;

(b) all essential information, on its own initiative.

The information shall be provided using the form set out in Annex II. It shall be submitted to the single contact point of the 
requesting authority.

2. The requested authority shall inform the requesting authority of any clarification it requires in relation to the request 
received.

3. Where, on the basis of the complexity of the request or the amount of information requested, the requested authority 
is unable to meet the time limit set out in paragraph 1, it shall immediately inform the requesting authority of the justifiable 
reasons that necessitate any such delay and provide an estimated date of response.

4. Where, as referred to in paragraph 3, the requested authority is not able to provide all the information required within 
the time limit set out in paragraph 1, it shall provide the information available to it within the time limit set out in that 
paragraph. For that purpose, it shall use the form in Annex II.

5. The requested authority shall provide the missing information as soon as it becomes available. The requested 
authority may provide that information in any manner, including orally, that ensures that any necessary action may be 
taken expediently.

6. Where a procedure for the settlement of a disagreement between the competent authorities of different Member 
States has been initiated in accordance with Article 27 of Directive (EU) 2015/2366 in relation to a request for 
cooperation or exchange of information, paragraphs 1 to 4 of this Article shall not apply pending resolution of the 
procedure under Article 19 of Regulation (EU) No 1093/2010.

Article 6

Notification of intention to carry out an on-site inspection in the host Member State

Where the competent authority of the home Member State intends to carry out an on-site inspection of an agent or a 
branch of a payment institution located in the territory of another Member State, it shall notify the competent authority of 
the host Member State by completing the form in Annex III.

Article 7

Procedure for a request to carry out an on-site inspection

1. Where the competent authority of the home Member State intends to delegate to the competent authority of the host 
Member State the task of carrying out an on-site inspection of an agent or a branch of a payment institution located in its 
territory, it shall send a request to the competent authority of the host Member State, stating the reasons for the request. 
The competent authority of the home Member State may make a request to carry out the inspection jointly with the 
competent authority of the host Member State.
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2. Where, on the basis of the complexity of the request, the competent authority of the host Member State is unable to 
fulfil the request, it shall immediately inform the competent authority of the home Member State, stating the justifiable 
reasons that prevent it from fulfilling the request.

3. The competent authorities of the home and the host Member States shall engage in ongoing dialogue to coordinate 
the various stages of the on-site inspection and shall agree beforehand on:

(a) the subject matter and scope of the inspection;

(b) a supervisory programme that sets out the different areas on which the inspection will focus;

(c) the allocation of resources and staff;

(d) timelines for the completion of the inspection;

(e) responsibility for any enforcement actions and for monitoring the implementation of any risk mitigation plan that is 
considered necessary as a result of the inspection.

4. The competent authority of the home Member State shall submit the request in the accordance with Article 4 and the 
requested authority shall reply in accordance with Article 5.

5. The competent authority of the host Member State, to ensure consistent and efficient supervision of payment 
institutions exercising cross-border provision of payment services, may ask the competent authority of the home Member 
State to carry out an on-site inspection at the head office of a payment institution that is situated in the home Member 
State and which provides payment services in the host Member State, stating the reasons for the request.

6. The competent authority of the host Member State shall submit the requests under paragraph 5 in accordance with 
Article 4.

7. Where a procedure for the settlement of a disagreement between the competent authorities of different Member 
States has been initiated in accordance with Article 27 of Directive (EU) 2015/2366 in relation to a request to carry out an 
on-site inspection, paragraphs 1 to 4 of this Article shall not apply pending resolution of the procedure under Article 19 of 
Regulation (EU) No 1093/2010.

Article 8

Notification in the event of an infringement or suspected infringement

1. The competent authorities of the home and host Member States, on becoming aware of any infringements or 
suspected infringements by an agent or a branch of a payment institution, or such infringements occurring in the exercise 
of the freedom to provide services, shall notify each other immediately in accordance with Article 4.

2. The notifying competent authority shall provide the notified competent authority with all the indispensable 
information in relation to the infringements or suspected infringements as referred to in paragraph 1, which shall include:

(a) the type of infringement;

(b) any actions undertaken by the competent authority such as precautionary measures issued against the payment 
institution, sanctions or withdrawals of authorisation.

The notifying competent authority may provide the notified competent authority with any other information that it 
considers to be pertinent for the notified competent authority.

3. The notified competent authority may request from the notifying competent authority any other information that it 
considers to be pertinent for deciding on the appropriate course of action.

4. The competent authorities shall notify each other in this regard by completing the form in Annex IV. The notifying 
authority may attach to the communication any document or other supporting material deemed pertinent.
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5. If the notifying competent authority believes the information should be sent urgently, it may initially notify the other 
competent authority orally, provided that subsequently the information is transmitted in writing by electronic means, 
unless the competent authorities agree otherwise.

Article 9

Reporting for information or statistical purposes and to monitor compliance with the provisions of national law 
transposing Titles III and IV of Directive (EU) 2015/2366

1. Where the competent authorities of host Member States require payment institutions which have their registered 
office or head office in another Member State and have branches or agents in the host Member State to report to them 
periodically on their activities, those competent authorities shall indicate to the payment institutions the electronic means 
by which they may submit reports and in which languages the report may be submitted.

2. The competent authorities of the host Member State shall inform EBA about their decision to require payment 
institutions having branches or agents within their territories to report to them periodically.

Article 10

Information and data to be reported for information or statistical purposes

1. Where periodical reporting as referred to in Article 9 is required for information or statistical purposes, the reports 
shall include the following information:

(a) the name, the address and where applicable, the authorisation number and the unique identification number of the 
payment institution in the home Member State in accordance with the form in Annex V;

(b) the identity and contact details of the person responsible for the submission of the report;

(c) the type of payment services and electronic money services provided, where applicable;

(d) the number of places of business regarded as a single branch as defined in Article 4(39) of Directive (EU) 2015/2366, 
their addresses and the number of employees;

(e) the number of agents enrolled within the reporting period and the total number of agents, broken down into number 
under the freedom to provide services and number under the right of establishment;

(f) if applicable, the number of electronic money distributors enrolled within the reporting period and the total number of 
distributors, broken down into number under freedom to provide services and number under the right of 
establishment;

(g) the names and addresses of the ten largest agents, and the ten largest distributors, if applicable, in the host Member 
State by transaction volumes;

(h) the total volume of transactions carried out by the payment institution within the reporting period, broken down by 
type of payment service, distribution channel (branch, online, mobile, automated teller machine, telephone, etc.) and 
agent/branch (the volume of transactions coming in and out of the host Member State must also be specified);

(i) the total value of transactions carried out by the payment institution within the reporting period, broken down by:

(i) types of payment service;

(ii) distribution channel;

(iii) agent or branch;

(iv) transactions coming into and out of the host Member State;

(j) for electronic money institutions, the value of the electronic money distributed and redeemed in the host Member 
State;

(k) the number of payment accounts, including accounts where electronic money is stored, opened or accessed in the host 
Member State within the reporting period, and the total number of payment accounts operated or maintained in the 
host Member State;
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(l) the number of card-based payment instruments issued in the host Member State within the reporting period, broken 
down by type of card-based payment instrument and stating the outstanding number of card-based payment 
instruments issued in the host Member State;

(m) the number of automatic teller machines operated/managed by the payment institution in the host Member State, if 
applicable, and cash withdrawals from payment accounts and cash placed on payment accounts through those 
automated teller machines operated/managed by the payment institution in the host Member State;

(n) the number of customers (framework contracts) and payment service users (single payment transactions) in the host 
Member State registered within the reporting period and the total number at the end of the period;

(o) the aggregated number of complaints concerning the rights and obligations under Titles III and IV of Directive (EU) 
2015/2366 and security-related customer complaints received from payment service users in the host Member State 
within the reporting period;

(p) the volume of fraudulent payment transactions and the value of gross fraudulent payment transactions incurred in the 
host Member State within the reporting period; and

(q) the number of suspicious transaction reports sent to the financial intelligence unit in the host Member State.

2. Payment institutions shall report values in the currency of the host Member State and, where required to convert 
currencies, apply the average European Central Bank reference exchange rate for the applicable reporting period.

3. Payment institutions shall report this information to the competent authority of the host Member State using the 
templates in Annex V. Payment institutions shall report this information annually, for the calendar year, within two 
months after the end of each calendar year.

Article 11

Additional information and data to be reported for monitoring compliance with the provisions of national law 
transposing Titles III and IV of Directive (EU) 2015/2366

1. Where the competent authority of the host Member State requires periodical reporting in order to monitor 
compliance with the provisions of national law transposing Titles III and IV of Directive (EU) 2015/2366, all payment 
institutions providing payment services in its territories via branches or agents under the right of establishment shall 
include in their reports all the information referred to in Article 10 and the following information:

(a) the name and contact details of the person or persons responsible for the payment institution’s activity and of the 
compliance officer, if different, in the host Member State, where applicable;

(b) the name and contact details of the central contact point in accordance with Article 29(4) of Directive (EU) 2015/2366, 
where applicable;

(c) the number of complaints received from payment service users in the host Member State concerning the rights and 
obligations under Titles III and IV of Directive (EU) 2015/2366 and security-related customer complaints within the 
reporting period, broken down into the number of complaints that have been settled and the number that have not, 
and into the number of complaints that have been replied to and the number that have not, per agent or branch;

(d) a brief description of the procedure in place to handle and follow up on customer complaints;

(e) amendments to framework contracts within the reporting period;

(f) the number of major operational and security incidents that affected payment service users in the host Member State 
within the reporting period;
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(g) the aggregated number of requests for refunds received from payment service users within the reporting period for 
unauthorised or incorrectly executed payment transactions and, where appropriate, the aggregated number of requests 
for refunds received from payment service users and from account servicing payment service providers (ASPSPs) within 
the reporting period for losses resulting from one or more of the liabilities referred to in Article 5, (2) and (3), of 
Directive (EU) 2015/2366, broken down into the number of transactions that have been refunded to the payment 
account and the number that have not;

(h) the total value of refunds made to payment service users within the reporting period, broken down into unauthorised 
and incorrectly executed payment transactions, and, where appropriate, the total value of refunds made to payment 
service users and to ASPSPs for losses resulting from the liabilities referred to in Article 5, (2) and (3), of Directive (EU) 
2015/2366, broken down into unauthorised and incorrectly executed payment transactions, into unauthorised and 
fraudulent access to payment account information and into unauthorised and fraudulent use of such information;

(i) a brief description of the payment institution’s business model, focusing on the way in which payment services are 
provided in the host Member State.

2. Payment institutions shall report values in the currency of the host Member State and, where required to convert 
currencies, apply the average European Central Bank reference exchange rate for the applicable reporting period.

3. Payment institutions shall report the information listed in paragraph 1 to the competent authority of the host 
Member State in the form laid down in Annex VI. Payment institutions shall report this information annually, for the 
calendar year, within two months after the end of each calendar year.

Article 12

Entry into force

This Regulation shall enter into force on the twentieth day following that of its publication in the Official Journal of the 
European Union.

This Regulation shall be binding in its entirety and directly applicable in all Member States.

Done at Brussels, 18 June 2021.

For the Commission
The President

Ursula VON DER LEYEN
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ANNEX I 

Request for cooperation or information exchange

Reference number:

FROM:

Date:

TO:

Member State: Member State:

Competent authority: Competent authority:

Address: Address:

Name: Name:

Telephone: Telephone:

Email: Email:
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Dear [name],

Under Article 29 of Directive (EU) 2015/2366 on payment services in the internal market, we are seeking your input on the 
matter(s) detailed below.

I would be grateful to receive a response to this request by [insert indicative date for the reply] or, if that is not possible, for an 
indication of your estimated date of response.

Type of request

Please tick the appropriate box(es):

Provision of information ☐

On-site inspection ☐

Delegation of inspection ☐

Other – please provide details below ☐

Please provide the main reasons for the request:

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

Please provide a detailed description of the information sought:

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

Please provide any additional information that could be of interest and could help the authority concerned provide a swift 
reply:

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .
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. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

If the request is urgent, please explain why it is urgent and why the deadline is short:

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

Please add any further comments on data confidentiality and how you expect to use the information provided:

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

Yours sincerely,

[signature]
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ANNEX II 

Reply to a request for cooperation or information exchange

Reference number:

FROM:

Date:

TO:

Member State: Member State:

Competent authority: Competent authority:

Address: Address:

Name: Name:

Telephone: Telephone:

Email: Email:
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Dear [name]

Below is the information compiled in response to your request [Reference number]

[Please provide all the information needed to meet the request and help the process of cooperation or information 
exchange]

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

[If you were unable to provide all the information requested and/or meet the deadline for replying, please explain the 
reasons and give an estimate of the date by which you can reply]

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

[Please provide, on a best efforts basis, any other essential information to further assist the process of cooperation 
information exchange for the purposes of the request]

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

[Please add any further comments on data confidentiality and on how you expect to use the information provided]

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .
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. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

Yours sincerely,

[signature]
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ANNEX III 

Notification of intention to carry out an on-site inspection in the host Member State

Reference number:

FROM:

Date:

TO:

Member State: Member State:

Competent authority: Competent authority:

Address: Address:

Name: Name:

Telephone: Telephone:

Email: Email:
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Dear [name]

Under Article 29 of Directive (EU) 2015/2366 on payment services in the internal market, I intend to carry out an on-site 
inspection in your country, as detailed below.

Information on the payment institution to be inspected:

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

Information on the scope of and plan for the on-site inspection, if possible:

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

Planned dates of the on-site inspection:

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

Yours sincerely,

[signature]
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ANNEX IV 

Notification of an infringement or suspected infringement

Reference number:

FROM:

Date:

TO:

Member State: Member State:

Competent authority: Competent authority:

Address: Address:

Name: Name:

Telephone: Telephone:

Email: Email:
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Dear [name]

Under Article 29 of Directive (EU) 2015/2366 on payment services in the internal market, please find below information 
on [an infringement/a suspected infringement].

[Please provide all indispensable information on the infringement/suspected infringement, which must include the type of 
infringement and any action taken by your competent authority, including any precautionary measures or penalties]

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

[Please provide any other information on the infringement/suspected infringement that could be of interest and benefit to 
the notified competent authority]

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

[Please add any further comments on the confidentiality and potential use of the information provided]

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

Yours sincerely,

[signature]

EN Official Journal of the European Union L 343/18 28.9.2021  



ANNEX V 

Form to be used for reporting data for information and statistical purposes

Payment institutions headquartered in a Member State and providing payment services in a different Member State via 
agents or branches or electronic money institutions providing services via agents, branches or distributors must provide 
the following data when required by the host competent authority to enable the host authority to receive regular 
information on the activities carried out in its country.

Table 1. General information on the payment institution/electronic money institution

1) Name of the payment institution/electronic 
money institution

2) Type of institution ☐ Payment institution

☐ Electronic money institution

3) Head office address of the payment institution/ 
electronic money institution

4) Unique identification number of the payment 
institution/electronic money institution in the 
format of the home Member State (where 
applicable)

5) Legal entity identifier (LEI) of the payment 
institution/electronic money institution 
(where available)

6) Home Member State authorisation number of 
the payment institution/electronic money 
institution (where applicable)

7) Contact person within the payment 
institution/electronic money institution 
(where available, please provide contact 
details of the appointed contact person in the 
host Member State)

Name:

Role:

Email:

Telephone:

8) Payment services to be provided ☐ Services enabling cash to be placed in a payment account and all 
the operations required to operate a payment account

☐ Services enabling cash withdrawals from a payment account 
and all the operations required to operate a payment account

Execution of payment transactions, including transfers of funds on 
a payment account with the user’s payment provider or with 
another payment service provider:

Execution of direct debits, including one-off direct debits ☐

Execution of payment transactions through a payment card or a 
similar device ☐
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Execution of credit transfers, including standing orders ☐

Execution of payment transactions where the funds are covered by 
a credit line for a payment service user:

Execution of direct debits, including one-off direct debits ☐

Execution of payment transactions through a payment card or a 
similar device ☐

Execution of credit transfers, including standing orders ☐

Including granting of credit in accordance with Article 18(4) of 
Directive (EU) 2015/2366? ☐ Yes ☐ No

☐ Issuing of payment instruments

☐ Acquiring of payment transactions

Including granting of credit in accordance with Article 18(4) of 
Directive (EU) 2015/2366? ☐ Yes ☐ No

☐ Money remittance

☐ Payment initiation services

☐ Account information services

9) Electronic money services to be provided 
(applicable only to electronic money 
institutions)

☐ Distribution of electronic money

☐ Redemption of electronic money

10) Name and address of the 10 largest agents in 
the host Member State by value of transactions

Agent 1

Agent 2

…

Agent 10

11) Name and address of the 10 largest 
distributors in the host Member State by 
e-money distribution/redemption value

Distributor 1

Distributor 2

…

Distributor 10

Table 2. Branches

Number

Total number of branches and their addresses, where applicable

Total number of employees of the branches, where applicable

EN Official Journal of the European Union L 343/20 28.9.2021  



Table 3. Agents

Under freedom to provide services 
(FOS)

Under the right of establishment 
(FOE)

Number of agents enrolled in the reporting 
period

Total number of agents at the end of the 
reporting period

Table 4. Customers/payment service users

Registered in the reporting period At the end of the reporting period

Number of customers (framework 
contracts)

Number of payment service users (single 
payment transactions)

Table 5. Card-based payment instruments

Number of

Credit cards Revolving cards Debit cards Prepaid cards Other (please 
specify)

Issued in the reporting 
period

Outstanding at the end of 
the period

Credit cards Revolving cards Debit cards Prepaid cards Other (please 
specify)

Value of card-based 
payment transactions 
executed through
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Table 6. Payment accounts

Payment accounts

Opened in the reporting period

Accessed in the reporting period

Total number of payment accounts operated/maintained in the host 
Member State

Total number of payment accounts accessed in the host Member 
State

Table 7. Automated teller machines (ATMs)

Number Amount

Number of ATMs operated/managed by the payment 
institution

n.a.

Cash withdrawals

Cash placed in payment accounts

Table 8. Complaints

Agents (FOS) Agents (FOE) Branches

Aggregated number of complaints received from payment 
service users within the reporting period

Table 9. Total fraudulent transactions

Volume Gross value

Total fraudulent payment transactions

Table 10. Notifications to the financial intelligence unit in the host Member State

Volume

Number of suspicious transaction reports sent to the financial intelligence unit
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Table 11. Payment transactions in and out of the host Member State

Volume Value

Agents (FOS) Agents (FOE) Branch TOTAL Agents (FOS) Agents (FOE) Branch TOTAL

Payment services as 
referred to in Annex I to 
Directive (EU) 2015/2366

In Out In Out In Out In Out In Out In Out In Out In Out

1

2

3a

3b

3c

4a

4b

4c

5 (issuing payment 
instruments)

5 (acquiring payment 
transactions)

6

7
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Table 12. Country of destination of payment transactions OUT (disclose only countries that account for > 10 % of 
the total value)

Agents (FOE) Agents (FOE) Branch

Payment services as referred to 
in Annex I to Directive (EU)  
2015/2366

Country 1 Country 2 … Country 1 Country 2 … Country 1 Country 2 …

1

2

3a

3b

3c

4a

4b

4c

5 (issuing payment 
instruments)

5 (acquiring payment 
transactions)

6

7

Table 13. Country of origin of payment transactions IN (disclose only countries that account for > 10 % of the 
total value)

Agents (FOE) Agents (FOE) Branch

Payment services as referred to 
in Annex I to Directive (EU)  
2015/2366

Country 1 Country 2 … Country 1 Country 2 … Country 1 Country 2 …

1

2

3a

3b

3c

4a

4b

4c

5 (issuing payment 
instruments)

5 (acquiring payment 
transactions)

6

7
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Table 14. Payment transactions broken down by distribution channel

Volume Value

Payment services as referred 
to in Annex I to Directive (EU)  
2015/2366

Face to 
face Online Mobile ATM Phone Other Face to 

face Online Mobile ATM Phone Other

1

2

3a

3b

3c

4a

4b

4c

5 (issuing payment 
instruments)

5 (acquiring payment 
transactions)

6

7
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Table 15. E-money services

Amount

E-money distributed during the reporting period in the host Member State

E-money redeemed during the reporting period in the host Member State

Table 16. E-money distributors

Under the freedom to provide 
services (FOS)

Under the right of 
establishment (FOE)

Number of distributors enrolled in the reporting 
period

Total number of distributors at the end of the 
reporting period
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ANNEX VI 

Form to be used for reporting data for monitoring compliance with the provisions of national law 
transposing Titles III and IV of Directive (EU) 2015/2366

Payment institutions or electronic money institutions headquartered in a Member State and providing payment services in a 
different Member State via branches or agents under the right of establishment must provide the following additional data 
when required by the host competent authorities to enable the authorities to monitor compliance with national law 
transposing Titles III and IV of Directive (EU) 2015/2366.

Table 1: General information on the payment institution/electronic money institution

1) Person(s) responsible for the payment 
institution’s activity and/or the compliance 
officer (if different) in the host Member State, 
where applicable

a. Name of representative

b. Address

c. Telephone number

d. Email

2) Central contact point, if appointed and/or 
required in accordance with Article 29(4) of 
Directive (EU) 2015/2366

a. Name of representative

b. Address

c. Telephone number

d. Email

3) Complaints handling Do you have an internal procedure to handle and follow up on 
customer complaints?

☐ Yes ☐ No

Please provide contact details for the person(s) responsible for 
handling complaints:

Name:

Address:

Telephone:

Email:

Is this procedure available in the official language of the host 
Member State?

☐ Yes ☐ No

If not, please state the languages in which the customer 
complaints procedure is available.

Please provide a brief description of your internal procedure for 
handling payment service user complaints in the host Member 
State (max. 300 words)

4) Business model Is this your first report, which includes a brief description of your 
business model?

☐ Yes ☐ No

If so, please provide a brief description of your business model, 
focusing on the products and payment services provided and how 
you employ agents/distributors in the host Member State 
(max. 300 words)

If not, have you made any significant changes to your business 
model over the reporting period?

☐ Yes ☐ No

If so, please briefly describe the changes (max. 300 words).
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Table 2. Detailed breakdown of complaints

Agents Branches

Received Settled Not 
settled

Not 
replied Received Settled Not 

settled
Not 

replied

Number of complaints 
received from payment 
service users (PSUs) 
concerning the rights and 
obligations under Titles III 
and IV of Directive (EU)  
2015/2366 and security- 
related matters in the 
reporting period

Table 3. Requests for refunds

Agents Branches

Refunded Not refunded Refunded Not refunded

Aggregated number of requests for refunds received 
from payment service users for unauthorised and/or 
incorrectly executed payment transactions in the 
reporting period

PSUs ASPSPs

Refunded Not refunded Refunded Not refunded

Aggregated number of requests for refunds received 
for losses resulting from the liabilities referred to in 
Article 5(2) of Directive (EU) 2015/2366 in the 
reporting period

Aggregated number of requests for refunds received 
for losses resulting from the liabilities referred to in 
Article 5(3) of Directive (EU) 2015/2366 in the 
reporting period
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Table 4. Detailed breakdown of the total value of refunds made

Agents Branches

Unauthorised Incorrectly 
executed Unauthorised Incorrectly 

executed

Total value of refunds made to payment service users 
for unauthorised and/or incorrectly executed payment 
transactions in the reporting period

Where applicable, total value of refunds made to 
payment service users for losses resulting from the 
liabilities referred to in Article 5(2) of Directive (EU)  
2015/2366 in the reporting period

Where applicable, total value of refunds made to 
ASPSPs for losses resulting from the liabilities referred 
to in Article 5(2) of Directive (EU) 2015/2366 in the 
reporting period

Unauthorised access  
to/use of payment 

account information

Fraudulent access  
to/use of payment 

account information

Where applicable, total value of refunds made to payment 
service users for losses resulting from the liabilities referred 
to in Article 5(3) of Directive (EU) 2015/2366 in the 
reporting period

Where applicable, total value of refunds made to ASPSPs for 
losses resulting from the liabilities referred to in Article 5(3) 
of Directive (EU) 2015/2366 in the reporting period

Table 5. Operational and security incidents

Agents Branches

Number of major operational and/or security incidents in the 
reporting period

Table 6. Amendments to framework contracts in the reporting period

Please tick the box(es) to indicate any amendments 
made in the reporting period to the following 
conditions of the framework contract governing 
payment accounts that you operate

☐ Fees and charges

☐ Interest/exchange rates

☐ Payment service users’ rights

☐ Payment service users’ obligations

☐ Payment initiation procedure
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Please tick the box(es) to indicate any amendments 
made in the reporting period to the following 
conditions of the framework contract governing credit 
cards issued by you

☐ Fees and charges

☐ Interest/exchange rates

☐ Spending limits

☐ Payment service users’ rights

☐ Payment service users’ obligations

☐ Payment initiation procedure

Please tick the box(es) to indicate any amendments 
made in the reporting period to the following 
conditions of the framework contract governing debit 
cards issued by you

☐ Fees and charges

☐ Exchange rates

☐ Spending limits

☐ Payment service users’ rights

☐ Payment service users’ obligations

☐ Payment initiation procedure

Please tick the box(es) to indicate any amendments 
made in the reporting period to the following 
conditions of any other framework contract (please 
specify) to which you are party

☐ Fees and charges

☐ Interest/exchange rates

☐ Spending limits

☐ Payment service users’ rights

☐ Payment service users’ obligations

☐ Payment initiation procedure
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