Annex 8

ADDITIONAL SERVICES IN THE NBS IPS SYSTEM  

Introductory provisions 
 
1. The National Bank of Serbia shall provide the following additional services to participants within the infrastructure of the NBS IPS system: 

	1) Central Addressing Scheme – CAS, 
	2) Invoice and/or Bill Presentment – BP, and 
	3) Services related to the use of a payment instrument for instant credit transfer at the merchant’s point of sale,
	4) Services related to disputable issues arising from payment at the point of sale. 
 	

2. The participants shall use the service of the Central Addressing Scheme (hereinafter: NBS CAS) and the service of Invoice and/or Bill Presentment (hereinafter: NBS BP) in accordance with this Annex, via special software modules which are part of the NBS IPS system infrastructure and are aimed at provision of these services. 

Central Addressing Scheme 

3. In the NBS IPS system, the National Bank of Serbia shall enable participants to execute instant credit transfers initiated by the use of data on a payment service user (hereinafter: the user) entered in the NBS CAS database, which is not publicly available.
 
4. Within the NBS CAS participants shall use the user's alias as his code based on which they can get other data on the user necessary for the execution of the transfer order (hereinafter: alias).

	The basic and constantly available type of alias which may be used within the NBS CAS is the user's mobile phone number. 

	Apart from the type of alias from paragraph 2 hereof, the National Bank of Serbia may also determine other types of alias which may be used within the NBS CAS, or if it deems it necessary, may abolish the use of a certain type of alias, with timely notification of participants about that determination and/or abolishment through the infrastructure of the NBS IPS system or in other appropriate manner.

5. The participants shall enter in the NBS CAS database at least the following data on the user: type of code and the code which unequivocally identifies the user, the type of alias and the alias of that user, name and surname and/or business name and payment account number of that user. 

	The type of code from paragraph 1 hereof may be:

	1) unique master citizen number of a consumer who is a national of the Republic of Serbia and/or other appropriate identification number issued by an authority of the Republic of Serbia for a consumer who is not a national of the Republic of Serbia;
 	2) registration number of a legal person or entrepreneur.  
	
	In the NBS CAS database each user is uniquely identified based on the type of code and code from paragraph 1 hereof.  

	In the NBS CAS database, participants may enter, change or delete data only on their users.  

	The type of alias and alias that were already entered for another user cannot be entered in the NBS CAS database, regardless of which user entered that alias. 

	Participants shall be responsible for accuracy and connectedness of data from paragraph 1 hereof which they enter/change in the NBS CAS database, and for obtaining prior written consent of their user for entry, processing and use of those data in the NBS CAS. 

	The National Bank of Serbia shall not be responsible for the damage which occurs due to the participant's conduct that is contrary to paragraph 6 hereof.  

6. Entry and change and/or deletion of data about the user shall be performed by appropriate messages in accordance with the Guidelines. 
	 
	The NBS IPS shall inform the user which submitted the message from paragraph 1 hereof about the successful/unsuccessful entry and change and/or deletion of the data about the user by an appropriate message in accordance with the Guidelines.

	Change of data about the user also includes the change of status of those data in the NBS CAS database, meaning that those data may temporarily be made unavailable (suspended), and/or made available again, by an appropriate message in accordance with the Guidelines.  

	The change of status of data on the consumer from paragraph 3 hereof may be made only by the National Bank of Serbia, if it determines that to be necessary for the purpose of protecting the use of NBS CAS in the interest of participants and consumers of the participants’ payment services.

7. The participant shall submit the request for obtaining user data from the NBS CAS database that are necessary for executing the transfer order electronically, in accordance with the Guidelines.    

	If the request referred to in paragraph 1 hereof is correct, the NBS IPS shall immediately submit to the participant from that paragraph user data necessary for the execution of the transfer order, electronically in accordance with the Guidelines.   

	If the request referred to in paragraph 1 hereof is not correct, the NBS IPS shall inform the participant from that paragraph thereof by a negative control message in accordance with the Guidelines.   	

	A request referred to in paragraph 1 hereof may contain just one alias type and one alias. 

		A participant should limit the number of requests referred to in paragraph 1 hereof per individual user to maximum three such requests in a minute and 30 requests per hour.    
 	
	If the National Bank of Serbia establishes that the participant acted contrary to paragraph 5 hereof, it may disable the use of the NBS CAS by that participant for two hours.   

8. In case when in the NBS CAS database there are several different data entries about the same user to which the request from Section 7 of this Annex may pertain  – the data which the NBS IPS submits to the participant shall include the data from the entry designated as the default entry, and if none of the entries was designated as default entry, the NBS IPS shall not submit any user data to the participant.  

		User data entry shall be designated as default entry when entering/changing the data on that user in the NBS CAS, based on the user's consent for such designation.    

	In case when a participant enters/changes user data in the NBS CAS database with the same type of alias and alias under which that user is already registered by another participant – data entered/changed by this participant shall be considered default data only if the participant marked them as such at the entry/change.    
		
9. In case when the transfer order is submitted to the NBS IPS system based on the user data downloaded by using the NBS CAS service  – the participants shall specify in that order that the data were downloaded from the NBS CAS. 

10. In case that conditions from these Rules for the permanent exclusion of a participant from the NBS IPS system are fulfilled, after excluding that participant, the National Bank of Serbia shall disable the use of data about the users of that participant within the NBS CAS database.

Bill Presentment 

11. The National Bank of Serbia shall enable participants to use the NBS BP for registering the user – payee who will submit via its participant the invoice data through the NBS IPS, and for download of invoice data (bill presentment) from the registered payee at the request of the user-payer. 
	 
12. The National Bank of Serbia shall register the payee in the NBS BP database based on the written participant's request for such registration submitted on the form IPS_NBS_Reg from this Annex. 

	After submitting the request from paragraph 1 hereof, the National Bank of Serbia shall submit to the participant from that paragraph the questionnaire on the payee and the type of the service of that payee, specified in accordance with the technical documentation, in order to ensure additional information for registering purposes.   

	For each new service of the registered payee in relation to which bill presentment service is to be applied – the participant which registered that payee shall submit a new completed questionnaire from paragraph 2 hereof.   

		The National Bank of Serbia shall delete the payee from the NBS BP based on the written request of the participant which registered that payee.    

	The National Bank of Serbia shall act in accordance with the requests of participants from paragraphs 1 and 4 hereof, regardless of the legal relationship between that participant and the payee to whom such requests pertain.     

13. The National Bank of Serbia shall enable participants to obtain the list of all payees registered at the NBS BP, at their request.  

	The participants shall submit the request from paragraph 1 hereof by an appropriate message, in accordance with the Guidelines.  

	If the request from paragraph 1 hereof is correct, the NSB IPS shall submit by an appropriate message in accordance with the Guidelines the list of payees containing the data on payees, services provided by those payees, data which the payer needs to supply for the purpose of bill presentment and other data which participants need in order to provide to the payers the bill presentment service.    

	If the request from paragraph 1 hereof is not correct, the NBS IPS shall reject that request and inform the participant thereof by an appropriate message in accordance with the Guidelines.  
  	
14. For the purpose of use of bill presentment service by a registered payee, the participant shall, on behalf of its payer, submit to the NBS IPS the bill presentment request (hereinafter: the BP request) by an appropriate message in accordance with the Guidelines (hereinafter: participant-sender of BP request). 

	If the BP request is correct, the NBS IPS shall forward it to the participant which registered the payee specified in that request (hereinafter: participant-recipient of BP request).  

	If the BP request is not correct, the NBS IPS shall reject that request and inform the participant-sender of BP request thereof, by an appropriate message in accordance with the Guidelines.  

15. The participant-recipient of the BP request shall submit to the NBS IPS, on behalf of its payee, the response to that request, by an appropriate message in accordance with the Guidelines. 

	The response from paragraph 1 hereof shall contain the data on the requested invoice or the data about the error in relation to such invoice.    

	 The National Bank of Serbia shall not be liable for invoice data contained in the response from paragraph 1 hereof. 
	
16. If the response from Section 15 of this Annex is correct, the NBS IPS shall forward that response to the participant-sender of the BP request.  

	If the response from Section 15 of this Annex is not correct, the NBS IPS shall reject that response and inform the participant-recipient of the BP request thereof.   
	 
17. In case when a transfer order is submitted to the NBS IPS system based on the invoice data downloaded by using the NBS BP service, the participants shall specify in that order that the data from the order are downloaded from the NBS BP, whereby they confirm that the unchanged invoice data were used in the issuance of that order. 

	In the case from paragraph 1 hereof, the NBS IPS system shall not wait for the response on acceptance/non-acceptance of that transfer order and it shall be considered that the participant-recipient of that order has submitted the message on its acceptance.  

	In the case of execution in the NBS IPS system of a transfer order that was not issued based on the invoice data from the NBS BP – the participant-sender shall not state in that order that the data were downloaded from the NBS BP.  
	
18. In the case when conditions for a permanent exclusion of a participant from the NBS IPS system set by these Rules are met, after excluding that participant the National Bank of Serbia shall disable the use of data on the payees in the NBS BP that were connected with that participant.  


Services related to the use of a payment instrument for instant credit transfer at the merchant’s point of sale

Execution of a request for payment at the point of sale issued by payer presentation

19. The National Bank of Serbia shall enable the participant which is the issuer within the meaning of the decision governing general rules for the execution of instant credit transfers (hereinafter: the issuer) and the participant which is the acquirer within the meaning of that decision (hereinafter: the acquirer) to use the infrastructure of the NBS IPS system for the processing of messages related to a request for payment at the point of sale issued by presenting data on the payer based on which the transfer order in the NBS IPS system is executed.  

20. Messages from Section 19 of this Annex shall include a request for payment at the point of sale issued by presenting data on the payer which is submitted by the acquirer and the response to such request submitted by the issuer, and/or the NBS IPS system in accordance with this Annex. 
			  
21. The acquirer shall submit a request for payment at the point of sale issued by presenting data on the payer to the NBS IPS system by an appropriate message in accordance with the Guidelines.   
	
	If the request from paragraph 1 hereof is correct, the NBS IPS system shall forward that request to the issuer specified in the request and if it is not correct, the NBS IPS system shall reject that request by an appropriate message in accordance with the Guidelines.  

	If it accepts the request from paragraph 1 hereof, the issuer shall submit the transfer order to the NBS IPS system based on the data from this request, which must contain the reference code from the request  and the reference code of the payment transaction, in accordance with the technical documentation of the NBS IPS system. 	 

	If it does not accept the request from paragraph 1 hereof, the issuer shall submit the message on rejection of the request, in accordance with the Guidelines.   

	The issuer shall submit the transfer order or the message from paragraph 4 hereof within 5 seconds from the moment of receiving the request from paragraph 1 hereof.  

	If the message from paragraph 4 hereof is correct – the NBS IPS shall forward the message to the acquirer which submitted the request from paragraph 1 hereof.  

	 In case that the NBS IPS system rejects the request referred to in paragraph 1 hereof due to the expiration of the deadline from paragraph 5 hereof, it shall inform the participants from paragraphs 1 and 2 of this Section thereof, by an appropriate message in accordance with the Guidelines.   

		If the message from paragraph 4 hereof is not correct, the NBS IPS shall inform the issuer thereof by an appropriate message in accordance with the Guidelines, and if, due to that, the waiting time from that Section has expired, paragraph 7 of this Section shall accordingly apply. 

    
22. The execution of transfer orders which the issuer submits to the NBS IPS system based on the request from Section 21, paragraph 1 of this Annex shall be subject to provisions of these Rules pertaining to the execution of transfer orders, except that the NBS IPS system shall not wait for the response on acceptance/non-acceptance of that order and its shall be considered that the acquirer has submitted the message on its acceptance.  

	Upon execution of the transfer order from paragraph 1 hereof, the NBS IPS system shall forward the response to the request to the acquirer, by an appropriate message in accordance with the Guidelines.  

Content of the reference code of the executed payment transaction at the point of sale

	23.	Reference code as a unique identifier of the payment transaction executed based on the request for payment at the point of sale, within the meaning of the decision governing general rules for execution of instant credit transfers (hereinafter: the Decision) shall be: 

		1) in the case of merchant presentation – reference code from the IPS QR code tag: RO or tag: RP specified in Annex 1 of the Decision, depending which of these codes the merchant’s QR code contains;
		2) in the case of payer presentation – reference code from the element of the message by which the acquirer submits the request for payment at the point of sale into the NBS IPS system and whose content and manner of filling in are specified in the technical documentation of this system. 

	Notwithstanding paragraph 1, item 2) hereof, if, in the execution of instant credit transfer at the point of sale, the same participant is both the issuer and the acquirer, such participant may independently determine the content of the reference code from paragraph 1 hereof, provided that the same reference code is submitted both to the payer and the merchant and that it enables unequivocal identification of the merchant’s till where the request for payment at the point of sale has been issued.

Payment of multilateral interchange fee 

	24.	The National Bank of Serbia shall set the multilateral interchange fee which the acquirer pays to the issuer for the executed transfer order in the NBS IPS system based on the request for payment at the point of sale, in the amount of 0.2% of the value of the executed transfer order.

	The amount of fee from paragraph 1 hereof shall be calculated monthly and within six days after the calculation period, the National Bank of Serbia shall submit to the issuer and/or acquirer the calculation of multilateral interchange fees for that participant. 

	In the calculation referred to in paragraph 2 hereof, the amount of the fee from paragraph 1 hereof shall be reduced by 0.2% of the value of the refund made in the calculation period which the acquirer claims on the issuer when making the refund based on the executed request for payment at the point of salе through the infrastructure of the NBS IPS system.   

	The participant shall make a payment to another participant in accordance with the calculation from paragraph 2 hereof within five days upon receiving that calculation. 

	The participant may submit a complaint against the calculation from paragraph 2 hereof within 30 days from receiving that calculation, but the complaint submission shall not postpone the participant’s obligation to make a payment to another participant in accordance with paragraph 4 hereof. 

	If the National Bank of Serbia determines that the complaint from paragraph 5 hereof is founded, it shall send the correction of the relevant calculation to participants within 30 days from receiving the complaint and the participant to whom such correction refers shall make a payment in accordance with the correction within five days from its receipt. 

	If the National Bank of Serbia determines that the complaint from paragraph 5 hereof is unfounded, it shall inform the participants thereof 30 days upon receiving the complaint.

Refund based on payment at the point of sale  

	25.	The National Bank of Serbia shall enable issuers and acquirers, in accordance with the Decision and the use of the NBS IPS system infrastructure, to make refunds based on payment at the point of sale (hereinafter:  refunds).

	Refunds shall not be subject to provisions of these Rules pertaining to refunds after the execution of transfer orders, except Section 30 of the Rules.

	26.	In order to make a refund, the issuer and acquirer shall use appropriate messages in accordance with the Guidelines.

	The issuer and acquirer shall be responsible for messages referred to in paragraph 1 hereof, in particular for the content and manner of filling in elements of those messages in accordance with these Rules and the technical documentation of the NBS IPS system, for the accuracy and connectedness of data in those messages, as well as for their submission within the deadlines specified in the Decision. 

	The documentation and evidence which the issuer and acquirer may obtain in relation to making a refund are listed in the Table in Section 31 of this Annex (hereinafter: Overview).

	The documentation and evidence referred to in paragraph 3 hereof shall be exchanged between the issuer and acquirer within the deadline specified in the Decision in electronic form and kept in that form during the period appropriate for the purpose for which they are kept.

	The National Bank of Serbia shall not be responsible for the damage which occurs due to the participants’ conduct that is contrary to the provisions of this Section. 

	27.	The NBS IPS system shall receive the issuer’s refund application as correct and forward that application to the acquirer if the application meets the following conditions:

	1) it is submitted in the message in accordance with the Guidelines and technical documentation of the NBS IPS system;
	2) it is submitted in accordance with the guidelines governing issuance, exchange and protection of electronic messages in payment systems of the National Bank of Serbia.

	The NBS IPS system shall promptly reject the issuer’s refund request which does not meet the conditions from paragraph 1 hereof and the issuer shall be informed thereof by an appropriate message in accordance with the Guidelines.

	The provision from paragraph 1 hereof shall accordingly apply to the information on the executed refund submitted to the NBS IPS system by the acquirer, after it received the issuer’s refund application but had already made the refund based on the disputable request for payment at the point of salе.

	28.	The acquirer may make a refund based on the issuer’s refund application or without such application, only if the following conditions are met: 

	1)	in order to make the refund, the acquirer has submitted the refund message which meets the conditions from Section 27, paragraph 1 of this Annex; 
	2) the amount in the refund message is lower than the available balance in the acquirer’s IPS account; 
	3) the amount in the refund message is lower than the balance in the RTGS-IPS account to which the acquirer’s IPS account is linked, increased by credits to all IPS accounts linked to that account and reduced by all debits to those accounts and the reserved funds in those accounts – except when the refund is made between IPS accounts linked to the same RTGS-IPS account. 

	29.	If the refund message meets the conditions from Section 28 of this Annex, the NBS IPS system shall make the refund by debiting the IPS account of the acquirer and crediting the IPS account of the issuer by the amount from the message. 

	The NBS IPS system shall inform the issuer and acquirer about the refund made by an appropriate message in accordance with the Guidelines.

	If the issuer and/or acquirer is an indirect participant, the NBS IPS system shall inform about the executed refund also the direct participant to whose RTGS-IPS account the IPS account of this indirect participant is linked – by an appropriate message in accordance with the Guidelines.

	If the refund message does not meet the conditions from Section 28 hereof, the NBS IPS system shall reject the message and inform the acquirer thereof by an appropriate message in accordance with the Guidelines.

	30.	The NBS IPS system shall accept the acquirer’s request to the issuer for the return of funds that were previously refunded and shall forward the request to the issuer if the request meets the following conditions:

	1) it is submitted in the message in accordance with the Guidelines and the technical documentation of the NBS IPS system;
	2) it is submitted in accordance with the guidelines governing issuance, exchange and protection of electronic messages in payment systems of the National Bank of Serbia.

	Upon receiving the request from paragraph 1 hereof, the issuer shall return the funds to the acquirer by submitting the transfer order to the NBS IPS system.

	31.	This Section provides an overview and description of reasons for the refund and return of the funds under executed refunds, codes for those reasons and the documentation and evidence which the issuer and acquirer may obtain for the purpose of making the refund and return of funds under executed refunds:

	Reason code 
01
	The payer received the information that the request for payment at the point of sale was executed, but the merchant claims it did not receive that information, due to which it did not deliver the goods or service.  

	Refund application – issuer

	Detailed description of the reason 
	The payer claims the merchant informed him about not receiving the information on the executed request for payment at the point of sale, due to which the merchant did not deliver goods/service to the payer. 

	[bookmark: _GoBack]Supporting documentation and evidence submitted to the acquirer
	The payer’s notification about the disputable debit to its payment account (e.g. notification in which the payer states that the merchant denied the receipt of the information on the executed request for payment at the point of sale, due to which it did not deliver goods/service, date, time and place of use of the payment instrument and a more detailed description of the case in question, the merchant’s email stating that the payment at the internet point of sale was not executed etc.)

	Request for the return of funds – acquirer 

	Reasons
	The acquirer claims it submitted to the merchant the information about the executed request for payment at the point of sale, that the merchant received the information and that it delivered the goods/service.

	Supporting documentation and evidence submitted to the issuer
	The proof that the merchant received the information prescribed by the Decision on the execution of the request for payment at the point of sale and the merchant's documentation, in accordance with the regulations, confirming that the payer received the goods/service 



	Reason code
02
	The payer received the information that the request for payment at the point of sale was executed, but claims that the request was mistakenly executed several times.

	Refund application – issuer

	Supporting documentation and evidence submitted to the acquirer 
	The document proving that the payer’s request for payment at the point of sale was mistakenly executed several times (e.g. the same date, same amount, same reference code identifying payment transaction at the point of sale etc.) 

	Request for the return of funds – acquirer 

	Reasons
	· The acquirer claims the refund was made based on disputable requests for payment at the point of sale.

· The acquirer claims that the disputable requests for payment at the point of sale were executed separately for payment of different goods/services.

	Supporting documentation and evidence submitted to the issuer
	· The proof that the refund was made based on disputable requests for payment at the point of sale (any proof that the refund was made: amount, date of refund, manner of refund);

· Documentation proving that different requests for payment at the point of sale were executed and that they refer to different goods/services (e.g. the same date, same amount, different reference code identifying the payment transaction at the point of sale, proofs that the requests for payment at the point of sale do not refer to the same goods/service, merchant’s documentation in accordance with the regulations confirming that the payer received/ordered different goods/service etc.), as well as any other document by which the merchant proves its claims.



	Reason code
03
	The payer received the information that the request for payment at the point of sale was executed but claims that the request was executed in the amount exceeding the amount set for payment of the goods/service.

	Refund application – issuer

	Detailed description of the reason
	The acquirer accepts that it received or ordered the goods/service but claims its payment account was debited by the amount exceeding the one set for the payment of the goods/service. It tried to resolve the disputable debit on its payment account directly with the merchant.

	Supporting documentation and evidence submitted to the acquirer 
	The document confirming that the amount that was supposed to be paid for the goods/service is lower than the amount of the executed request for payment at the point of sale (e.g. till receipt or other document serving as a payment receipt), and any other document by which the payer proves its claims

	Request for the return of funds – acquirer 

	Reasons
	· The acquirer claims that the amount in the executed request for payment at the point of sale is correct i.e. that the merchant charged the correct amount for the delivered or ordered goods/service.

· The acquirer claims that it refunded the overcharged amount based on the disputable request for payment at the point of sale.

	Supporting documentation and evidence submitted to the issuer
	· The document proving that the amount that was supposed to be paid for the delivered or ordered goods/service is correct (e.g. till receipt or other document serving as a payment receipt), and any other document by which the merchant proves its claims;  

· The proof of refund of the overcharged amount based on the disputable request for payment at the point of sale (any proof that the refund was made: the amount, date of refund, manner of refund);



	Reason code 
04
	The payer received the information that the request for payment at the point of sale was executed but claims that at that same point of sale it paid for the goods/services in some other manner or based on another request for payment. 

	Refund application – issuer

	Detailed description of the reason
	The payer does not deny the goods/service were delivered to him, and/or that he successfully ordered the goods/service, but disputes the debit to his payment account and claims that he paid for the goods/service at that same point of sale in some other manner or based on another request for payment.  

(e.g. the payer issued the request for payment at the point of sale and received the information that the request for payment at the point of sale was executed, but the merchant denied it received that information, due to which the payer executed the payment in some other manner or based on another request for payment)

	Supporting documentation and evidence submitted to the acquirer 
	· The payer’s notification about the disputable debit to his payment account (e.g. notification in which the payer states that the merchant denied the receipt of the information on the executed request for payment at the point of sale, the date, time and place of use of the payment instrument and a more detailed description of the case in question, merchant’s email stating that the payment at the internet point of sale was not executed etc.)

· the document proving that the payment was executed at that same point of sale in some other manner or based on another payment request (e.g. till receipt or other document serving as a payment receipt, payment  account statement), and any other document by which the payer proves its claims

	Request for the return of funds – acquirer 

	Reasons
	· The acquirer claims that the delivered or ordered goods/service were not paid in some other manner or based on another request for payment at the same point of sale. 

· The acquirer claims the refund was made based on a disputable request for payment at the point of sale.

	Supporting documentation and evidence submitted to the issuer
	· The acquirer claims that the delivered or ordered goods/service were not paid in some other manner or based on another request for payment at the same point of sale (e.g. till receipt or other document serving as a payment receipt, merchant’s email to the payer requesting the refund stating that the payment at the internet point of sale was executed based on a disputable request for payment at the point of sale etc.) and any other document by which the merchant proves its statements;

· Evidence that the refund was made based on a disputable request for payment at the point of sale (any proof that the refund was made: the amount, date of refund, manner of refund);



	Reason code
05
	The payer and merchant received the information that the request for payment at the point of sale was executed and the payer claims that, despite the execution of payment at the point of sale, the merchant did not deliver the goods/service

	Refund application – issuer

	Detailed description of the reason
	Payment at the point of sale was executed and the payer claims that, in spite of that, the merchant did not deliver the goods/service to him (e.g. the merchant missed the agreed deadline for the delivery of the goods/service and did not respond to the payer’s query on the status of the order). The refund application in this case does not pertain to the complaint expressed to the merchant in accordance with the regulations on non-conformity of the goods/service with the contract concluded with the merchant (e.g. the payer’s request does not concern the quality of the goods/service) or to the payer’s withdrawing from the contract concluded with the merchant relating to the goods/service prior to the agreed receipt i.e. delivery term.   

	Supporting documentation and evidence submitted to the acquirer 
	· The merchant’s information that the payment at the internet point of sale was executed (e.g. merchant’s email stating that the payment at the internet point of sale was executed);

· Proof that the payer addressed the merchant regarding the undelivered goods/service (any document proving that the payer tried to resolve the dispute about the undelivered goods/service with the merchant).

	Request for the return of funds – acquirer 

	Reasons
	· The acquirer claims that the merchant delivered the goods/service.

· The acquirer claims that the merchant made the refund based on the disputable request for payment at the point of sale.

	Supporting documentation and evidence submitted to the issuer
	· The merchant’s documentation, in accordance with the regulations, confirming that the payer or other person designated by the payer received the goods/service as agreed, including the case of delivery of the digital content which is not delivered on a durable medium and any other document confirming the receipt, i.e. delivery of the goods/service and/or by which the merchant proves its claims;
 
· The proof that the refund was made based on a disputable request for payment at the point of sale (any proof that the refund was made: the amount, date of refund, manner of refund).



	Reason code
INI
	The issuer incorrectly executed the payer’s request for payment at the point of sale. 

	Refund application – issuer

	Detailed description of the reason
	The issuer established that it has incorrectly executed the payer’s request for payment at the point of sale (e.g. the request for payment at the point of sale and the transfer order executed based on that request did not contain all the data necessary for their correct execution). 

In the case of merchant presentation: (e.g. IPS QR code of the merchant did not contain the data specified in Annex 1 of the Decision or the data were not entered in accordance with that Annex, the transfer order which the issuer submitted based on the request for payment at the point of sale and which was executed did not contain the data in accordance with the Decision or those data were not entered in accordance with the technical documentation of the NBS IPS system, including the content and manner of entering the elements of the transfer order in relation to the payment at the point of sale.  

In the case of payer presentation: (e.g. the message by which the acquirer submits the request for payment at the point of sale and which the issuer received did not contain the data in accordance with the IPS QR code of the payer and the technical documentation of the NBS IPS system, including the content and manner of entering the elements of this message in relation to the payment at the point of sale, the transfer order which the issuer submitted based on the request for payment at the point of sale and which was executed did not contain the data in accordance with the Decision or the data were not entered in accordance with the technical documentation of the NBS IPS system, including the content and the manner of entering the elements of the transfer order in relation to the payment at the point of sale. 

	Supporting documentation and evidence submitted to the acquirer 
	The proof that the issuer incorrectly executed the payer’s request for payment at the point of sale (any proof that the issuer incorrectly executed the payer’s  request for payment at the point of sale ‒ e.g. reference code of the transfer order, of the request for payment at the point of sale in case of payer presentation etc.)



	Reason code 
PNI
	The acquirer has established that due to the incorrect data in the request for payment at the point of sale or due to technical problems it did not submit to the merchant the information that the request for payment at the point of sale was executed. 

	Refund – acquirer 

	Detailed description of the reason
	In the case of merchant presentation: e.g. data in the merchant’s IPS QR code were incorrect, and as a result, though it submitted the response on acceptance of the transfer order that was executed in the NBS IPS system, the acquirer was unable to perform unique identification of the merchant and its till or to submit to the merchant the information that the request for payment at the point of sale was executed, or after the execution of the transfer order in the NBS IPS system the acquirer did not submit that information to the merchant due to technical problems.

In the case of payer presentation: e.g. data in the message by which it submitted the request for payment at the point of sale into the NBS IPS system were not correct, due to which, despite the fact that the transfer order had been executed in the NBS IPS system, the acquirer was unable to perform unique identification of the merchant and its till or to submit to the merchant the information on the payment transaction executed at the point of sale; or after the execution of the transfer order in the NBS IPS system the acquirer did not submit that information to the merchant due to technical problems. 



	32.	For the sake of more efficient handling of refunds, the issuer and acquirer shall mutually communicate via email addresses they have submitted to the National Bank of Serbia and which can be seen by all participants at the FTP server of the National Bank of Serbia.   

	33.	In the case that the merchant did not receive the information that the payer’s request for payment at the point of sale was executed, and/or if the payer’s request for payment at the point of sale was executed in lower amount due to the merchant’s error and the merchant mistakenly delivered the goods/service to that payer – at the merchant’s request, the acquirer shall submit to the issuer the information on the merchant’s mistake, including the potential merchant’s proposal for resolving the disputable situation.

	If it received the information from paragraph 1 hereof, the issuer shall take all reasonable measures in order to provide that information to the payer, in the manner specified in the framework contract, and shall promptly inform the acquirer about the outcome of the measures taken. 

	For exchange of information from paragraphs 1 and 2 hereof, the issuer and acquirer shall use email addresses from Section 32 of this Annex.

Services related to disputable issues arising from payment at the point of sale 

	34.	If, in relation to the use of a payment instrument for instant credit transfer at the merchant’s point of sale, participants did not manage to resolve the disputable debit to the payer’s payment account in the refund procedure in accordance with the Decision and these Rules (hereinafter: the dispute), participants shall try to resolve the dispute amicably, in the spirit of good business relations – if needed, also with the participation of the National Bank of Serbia as a mediator. 

	35.	If they did not manage to resolve the dispute amicably, not even with the participation of the National Bank of Serbia as a mediator, the participants may initiate the dispute resolution procedure before the National Bank of Serbia by submitting the dispute resolution request.

	The participants may not initiate the dispute resolution procedure before the National Bank of Serbia if they had not previously, within the deadline from Section 36, paragraph 1 of this Annex tried to resolve the dispute with the participation of the National Bank of Serbia as a mediator.

Participation of the National Bank of Serbia as a mediator in dispute resolution 

	36.	If the participants deem that the National Bank of Serbia should participate as a mediator in the amicable dispute resolution (hereinafter: mediation) – participants may request so by submitting to the National Bank of Serbia the written mediation proposal signed by the person authorised to represent the participant, by mail and/or electronic mail (email), by no later than 30 days after the last financial change in the procedure of refund based on payment at the point of sale (e.g.  for the issuer: after the date it returned the funds to the acquirer).

	The mediation proposal shall contain the facts related to the dispute, the grounds for the dispute within the meaning of reasons specified in the Decision, the disputable amount, the information about the participant – other party to the dispute, details about the disputable request for payment at the point of sale, as well as the transfer order, the mediation request and, if necessary, annexes that may include the submission of new documentation or evidence related to the dispute which the submitter of the mediation proposal did not possess at the time of implementing the refund procedure.

	After receiving the mediation proposal, if it determines that the grounds for the dispute are specified in the Decision, the National Bank of Serbia shall forward that proposal to the opposing party, which must immediately confirm its receipt. The National Bank of Serbia shall forward that receipt confirmation to the participant which initiated the mediation procedure. If it determines that the grounds for the dispute are not specified in the Decision, the National Bank of Serbia shall inform the participant who initiated the mediation procedure that it does not accept the mediation proposal. 

	The participant who received the mediation proposal shall submit, by mail and/or electronic mail (email) the written response to this proposal signed by the person authorised to represent the participant, within ten business days from receiving the proposal.

	In the response referred to in paragraph 4 hereof the participant from that paragraph may accept the request of the submitter of the mediation proposal, in which case he shall promptly transfer to the submitter the amount which the submitter previously refunded to it, and shall inform the National Bank of Serbia thereof immediately after the transfer.  

	If the participant from paragraph 4 hereof does not submit the response within the deadline from that paragraph, it shall be deemed that he accepted the request of the submitter of the mediation proposal and that he agrees that the National Bank of Serbia should debit his account maintained with the National Bank of Serbia by the disputable amount referred to in the mediation proposal. 

	If the participant from paragraph 4 hereof submits the response on not accepting the request of the submitter of the mediation proposal, along with which he may submit additional documentation which confirms his arguments in the dispute, the participant who submitted the mediation proposal may initiate the dispute resolution procedure. 

	The National Bank of Serbia shall forward the received response of the participant from paragraph 4 hereof to the participant who submitted the mediation proposal.

Dispute resolution procedure 

	37.	In the event that participants were unable to resolve the dispute amicably in the mediation procedure, the unsatisfied participant may initiate the dispute resolution procedure before the National Bank of Serbia (hereinafter: dispute resolution). 

	The dispute resolution procedure shall be initiated by submitting to the National Bank of Serbia by mail and/or electronic mail (email) a written dispute resolution request signed by the person authorised to represent the participant, by no later than ten days upon receiving the response from Section 36, paragraph 7 of this Annex. After this deadline, it shall no longer be possible to exercise rights through this procedure.

	On behalf of the National Bank of Serbia, the dispute resolution procedure shall be conducted by the Committee for Dispute Resolution in the NBS IPS system (hereinafter: the Committee), including employees of the National Bank of Serbia. Committee members shall be appointed by the Governor of the National Bank of Serbia. 

	Dispute resolution request shall contain data on the participant – opposing party in the dispute and details about the mediation procedure conducted in accordance with Section 36 of this Annex. 

	Upon receiving the dispute resolution request, the Committee shall forward that request to the participant – the opposing party, inviting the party to confirm the receipt of the request and to respond to it within ten days from the receipt.

	The participant – the opposing party shall submit to the Committee, by mail and/or electronic mail (email), the written response signed by the person authorised to represent the participant, stating the position of that participant about the requests of the participant who initiated the dispute resolution procedure. 

	If the participant – the opposing party submits the response on accepting the dispute resolution request, along with that response it shall also submit his position on the dispute and the assertions of the other participant, including potentially new documents and evidence, and the procedure shall be continued. 

	If the participant – the opposing party does not respond to the dispute resolution request within the deadline from paragraph 5 hereof or if it responds that it does not accept the request, the procedure shall be discontinued, the Committee shall inform the participant who submitted the dispute resolution request about that discontinuation, and/or forward the response to him and the parties shall exercise their rights in accordance with the regulations.

	In the course of the procedure, the Committee shall be entitled to ask that parties to the dispute submit additional documentation and they shall be obliged to submit it within the deadline set by the Committee. 

	The Committee shall make the dispute resolution decision within 30 business days upon the expiration of the deadline from paragraph 5 hereof and shall forward it to the parties to the dispute.  Prior to the issuance of the Committee’s decision, the parties to the dispute shall have the right to withdraw the request and/or accept financial liability arising from the dispute and the expenses of the dispute resolution procedure, in which case they shall promptly inform the National Bank of Serbia thereof in the manner specified in paragraph 2  hereof.  

	The Committee shall make a dispute resolution decision based on the submitted data and requests of participants, taking into account primarily the facts related to the disputable request for payment at the point of sale and the transfer order executed based on that request, as well as based on the assessment of the submitted evidence, and, by way of exception, also based on oral assertions made in the meeting with the representatives of the parties to the dispute. 

	The Committee may make a decision in favour of one party to the dispute or divide the responsibility between the parties. The National Bank of Serbia shall debit the account maintained with the National Bank of Serbia of the party that is financially liable according to the decision of the Dispute Resolution Committee, and/or the notification from paragraph 10 hereof.

	The Committee’s decision on dispute resolution before the National Bank of Serbia shall be final and binding for parties to the dispute. 

	Dispute resolution expenses shall be paid in accordance with the decision on uniform fees charged for services provided by the National Bank of Serbia.

Dispute resolution expenses shall be borne by the participant who lost the dispute and the National Bank of Serbia shall be entitled to debit that participant’s account with the National Bank of Serbia immediately after the Committee has made its decision.  

38. The participant shall submit the mediation proposal referred to in Section 36, paragraph 1 of this Annex and the dispute resolution request referred to in Section 37, paragraph 2 оf this Annex to the address: National Bank of Serbia – Payment System Department, 17 Nemanjina Street, 11000 Belgrade, and/or to the email address platni.sistem@nbs.rs.





Form IPS_NBS_Reg


Application for registration 
of payee at the NBS BP system 
	Business name/name of a participant in the NBS IPS system:
	

	Participant’s registration number:
	



Information on the payee
	Name of the payee: 
	

	Registration number:
	

	TIN:
	






Place and date: 



              				
 

                                                                        (Legal representative/s of the participant in NBS IPS sуstem)
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