
 

 

 

  
 

  

   
  

  
 

   
          

         
        

  

  
 

 
   

 

    

           
 

   
          

    
     

 
 

            
         

  

  

 

 

 

 

Consumer information on Payment 
Account and Payment Services 

Dear Client, 

In compliance with the European Directive 2019/882 on the accessibility requirements 
of products and services, implemented in Luxembourg by the law of 8 March 2023 on 
the accessibility requirements for products and services (the “ Accessibility Law”), UBS 
Europe SE, Luxembourg Branch undertakes to ensure that its services are accessible to 
all users, including persons with disabilities. Indeed, the Accessibility Law aims to ensure 
the accessibility of products and services offered by companies. This means: All 
consumers should have easy access to the offered products and services. They should 
not need to rely on external help. The goal is to allow for a more inclusive society and 
facilitates independent living for persons with disabilities. 

In this context, a summary of the key features of the payment account and payment. 
services can be found in this document. 

Please note: This information is intended to explain our payment account and 
payment services. It is not legally binding. Only your contractual documents are 
legally binding. 

This information is divided into four parts: 

• Part 1 contains specific information. Here we explain our payment account and 
payment services. 

• Parts 2, 3, and 4 contain general information on the below. 
- Are you dissatisfied with our services? In Part 2, we inform you about your 

options for filing a complaint. 
- Do you want to know how we meet the requirements of the Accessibility Law 

with our services? In Part 3, we inform you about the accessibility features of our 
services. 

- Do you have problems with the accessibility of our services? In Part 4, we inform 
you about whom to contact in this case. Here you will find information about 
the responsible market surveillance authority. 

UBS Europe SE, Luxembourg Branch 
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1.Explanation of Our Services 
In this part, we explain our payment account and payment services. You will learn what 
the service includes and how it works. We will cover the terms that are important for 
understanding and using our service. 

1.1 What is a Payment Account? 
A payment account is an account through which you can conduct various payments 
(payment transactions). The following payment transactions are possible, for example: 

• You can use the payment account for incoming payments, such as your salary, 
pension, or maintenance. 

• You can use the payment account for cash deposits. 
• And you can use the payment account for cashless payment transactions (such as 

transfers, direct debits, or payments with a payment card). You can also initiate 
transfers via online banking, or telephone banking. If you want to use this method, 
you must agree on online banking or telephone banking with us. 

1.2 What are Payment Services? 
We provide various services in connection with a payment account. These services are 
called payment services. We offer you the following payment services: 

• Execution of transfers and standing orders (see 1.6) 
• Redemption of SEPA direct debits (see 1.7) 
• Payment transactions with the payment card (see 1.8, 1.9, and 1.10) 

1.3 How does Account Management work? 
If you are interested in a payment account, you must enter into a banking relationship 
with us. We will then set up a payment account for you. You can give us orders for 
payment services through your payment account (such as, transfers, standing orders). 
We fulfill our contractual obligation by posting the corresponding credits and debits to 
your payment account. You can retrieve an account statement, i.e., a notification of 
your payment transactions and your account balance. The account statement shows all 
bookings we have made based on your payment transactions. It also shows the current 
result of these bookings, the so-called daily balance. This is your account balance. We 
manage the payment account on a current account basis. Therefore, the account is 
called a current account. Current account means: The individual bookings are offset at 
the end of an agreed billing period. The result (balance) is communicated to you as a 
billing statement. 

1.4 How does a Transfer work? How does a standing order work? 
A transfer means: An amount of money is credited to another account at your expense, 
which you have selected. This means: You give us the order to transfer a certain amount 
of money to a specific payee. Then your payment account is debited with this amount 



 

 

 

  
  

  
 

 

  
  
      
  

           

   
   
   
              

 

    

 
         

 

   
 

          
            

          
  

       
 

  
             

  
 

  
         

  
   

  
  

of money. And the amount of money is credited to the payee's account. You can give 
us a transfer order in various ways: You can fill out a transfer form in paper form, which 
we provide to you. Or you can use online banking, or telephone banking or possibly 
other applications. For a transfer order, you must provide the following information in 
particular: 

• Name of the payee 
• IBAN (International Bank Account Number) 
• possibly BIC (Bank Identifier Code) 
• Amount of money in euros or another currency 

We execute your transfer order if the following conditions are met: 

• Your transfer order has arrived with us. 
• Your transfer order is authorized, for example, by your signature. 
• You have provided all necessary information. 
• Your payment account has sufficient funds. Or your payment account has a credit 

line. (A credit line is a set upper limit for a loan you have taken out with us.) 

All important regulations for transfers can be found in the Payment Services Terms. 

A credit transfer that is executed on a recurring basis at regular intervals, to the same 
beneficiary and for the same amount every time is a standing order. The same technical 
conditions as for a transfer apply. 

1.5 How does a SEPA Direct Debit work? 
A SEPA direct debit is a standard for conducting direct debits within the European Union 
and for direct debit transactions with other SEPA countries (such as the United 
Kingdom, Northern Ireland, Switzerland). SEPA stands for: Single Euro Payments Area. A 
direct debit is an amount of money debited from an account. The difference from a 
transfer is: The payment transaction is initiated by the payee. The payee instructs their 
bank to collect a certain amount of money from your account. For this, you must give 
the payee a SEPA direct debit mandate. The mandate has two functions: The mandate 
allows the payee to collect the amount of money. And the mandate allows us as the 
bank to debit your payment account with the amount of money. For the redemption of 
a SEPA direct debit, it is required: Your payment account has sufficient funds. Or your 
payment account has a credit line. Otherwise, the direct debit will be returned to the 
payee. You can object to a SEPA direct debit within a period of 8 weeks. If you have not 
given the payee a SEPA direct debit mandate, you can object to the direct debit within a 
period of 13 months. The period begins each time your account is debited with the 
direct debit amount. If you object to a direct debit, we will generally credit the amount 
of money back to your payment account. All important regulations for the SEPA direct 
debit payment service can be found in the conditions for the SEPA direct debit (Payment 
Services Terms). 



 

 

 

    
    
          

    

   
          

           
          

       
        

 
  

         
          

          
          

           
          

          
          

         
  

   
 

           
         

           
  

 
 

 
 
        

          
 

   

              

1.6 What are the Functions of the Payment Card? 
You can apply for a third-party card issuer to provide you with a payment card for your 
payment account. Please refer to the Payment Card Terms and Conditions from said 
third-party to understand the conditions of use of the payment card. 

1.7 Is it possible to Overdraw the Payment Account? 
You can agree with us that you are allowed to overdraw your payment account. This 
means: You are allowed to debit your account even though your payment account does 
not have sufficient funds. One can also say: We grant you an overdra facility. 
Therefore, it is also called an agreed overdra facility (also: agreed account overdra, 
disposition credit, or overdra credit). Such an agreement is a general consumer loan 
(see also our information on the consumer loan agreement). In this contract, we agree 
with you on the maximum amount you are allowed to overdraw your payment account. 
We also agree with you on the interest and fees we charge you. The prerequisite for 
concluding a general consumer loan agreement is your creditworthiness. The amount of 
the overdra facility usually depends on the regular payments that are credited to your 
account, such as the amount of your salary. If you exceed the agreed overdra facility, 
we may still execute a payment order. Usually, we can assess whether an overdra of 
your payment account is acceptable. This is called a tolerated account overdra. 
However, you generally have no right to a tolerated account overdra. This also applies 
if we have not agreed on an overdra facility with you. All details of the tolerated 
overdra of your payment account are agreed with you in the General Terms and 
Conditions and related credit documentation. 

1.8 What are the Costs for the Payment Account and Payment 
Services? 
There are certain costs for the payment account, payment services, and possibly the 
provision of the credit card. The individual costs can be found in our Price List. The 
interest rates for agreed overdra facilities and tolerated account overdras are based 
on the regulations we have agreed with you in a separate agreement. We inform you 
regularly about the amount of interest. All due costs and interest are debited from your 
payment account at the respective billing statement. 

1.9 Is there a Contract Duration? What are the Termination 
Conditions? 
We conclude the General Terms and Conditions, where you can find the Payment 
Services Terms (Part B), and related contracts for payment services for an indefinite 
period. You can terminate the respective contract with a notice period of 1 month. We 
as the bank must observe a notice period if we want to terminate the respective 
contract with you. This is at least two months. However, in the case of extraordinary 
termination (termination for good cause), there is generally no notice period, neither for 
you nor for us as the bank. The conditions for termination for good cause are: It is 



 

 

 

 
  

  
  

    

        
         

       
  

 
            

 

        

 
       

 
 

  

           
    

          
           
  

 
 

         
         

 

  
     

    

          
  

         

unreasonable for you as a consumer to continue the contract. Or it is unreasonable for 
us as the bank to continue the contract. 

1.10 Where are the Individual Contractual Provisions? 
Provisions for our services in connection with a payment account or our payment 
services can be found in the General Terms and Conditions. 

2.Your options in case of a complaint 
Are you dissatisfied with our service or our product? In this section, we inform you 
about the options you have, as our client or prospect, in case you wish to file a 
complaint. 

2.1 Customer complaints 
As a client or prospect of UBS Europe SE, Luxembourg Branch you can file your 
complaint in writing (via email or letter) or verbally (in person or via phone) to your 
client advisor or any other direct contact within UBS. Alternatively, you can send an 
email or a letter directly to the team in charge: 

UBS Europe SE, Luxembourg Branch 
Team Client Complaints & Quality Assurance Luxembourg 
33A avenue J.F. Kennedy 
L-2010 Luxembourg 
Email: sh-complaintsmanagement_luxembourg@ubs.com 

The submission of a complaint is free of charge and we are committed to provide you 
with a thorough response within the following timeframes: 
• 5 (five) business days for any complaint related to OTC Derivative Confirmations; 
• 15 (fieen) business days for any payment related client complaint under PSD2; 
• 1 (one) month for any other complaint. 

For more information on complaints, please visit our website: 
https://www.ubs.com/lu/en/wealthmanagement/regulatory/complaints.html. 

Should you remain unsatisfied with our first response, you may file a complaint with the 
Branch Manager responsible for the complaints management: Mr. Wolfgang Jacob. We 
inform you about this possibility and the escalation contact in our response to you. 

2.2 Out-of-court dispute resolution 
Have you filed a complaint with our Branch Manager, but you remain unsatisfied? Then 
you have the right to open an out-of-court complaint resolution. 

If, despite our best efforts, you remain unsatisfied with our response or have not 
received an answer to your complaint within the relevant timeframe as stated above, 
you may refer to the Luxembourg financial regulator according to the provisions of the 

mailto:sh-complaintsmanagement_luxembourg@ubs.com
https://www.ubs.com/lu/en/wealthmanagement/regulatory/complaints.html


 

 

 

 
 

      
         

 

      
     

             

     
          
             

         

            
  

 

             

 
 

        
 

  
 

          
  

   

  
 

 

      
 

 
         

     

CSSF Regulation N°16-07 and related CSSF Circular 17/671 relating to the out-of-court 
resolution of complaints. 

To initiate the out-of-court complaint resolution process, the complaint can be filed 
with the CSSF free of charge. Please visit the CSSF website for any details: 
https://www.cssf.lu/en/customer-complaints/. 

3. Accessibility Features of Our Services 
Do you want to know how we meet the requirements of the Accessibility Law with our 
services? In this part, we inform you about the accessibility features of our services. 

Background: The Accessibility Law obliges us, among other things, to comply with the 
guidelines for accessible web content. These guidelines aim to make web content as 
accessible as possible for all people. This is especially true for people with disabilities. 
The guidelines are based on the following four principles of accessibility: 

• Perceivability: As many people as possible should be able to perceive the information 
and IT functions. 

For us, for example, this means that we have to make sure that there are alternative 
texts to images and graphics. 

• Operability: As many people as possible should be able to operate the IT functions. 

For us, for example, this means that we have to make sure that our web content can be 
operated with a keyboard. 

• Understandability :The web content should be readable and clearly understandable 
for as many people as possible. 

For us, for example, this means that we have to offer our web content in the simplest 
possible language. 

• Robustness: Web content must be as compatible as possible with so-called assistive 
technologies. Assistive technologies are, for example, programs for reading aloud or 
enlarging web content, but also for converting speech into text. 

For us, for example, this means that we have to ensure that standards for the use of 
assistive technologies are met, such as the technical structure and labelling of the 
content. 

With our services, we meet the requirements of the Accessibility Law by implementing 
these principles. 

3.1 Accessibility of Services 
These are the accessibility features of our services in connection with a payment 
account or our payment services: 

https://www.cssf.lu/en/customer-complaints/


 

 

 

         
          

  
           
  

  
 

      
 

          
  

          
         

      

  
  

 
      

         
         

 
    

         
 

          
         

  
    

 
  
 

  
    

            
   
        

 
 

• Execution of Transfers: You have various options for issuing transfer orders: 
- You can issue transfer orders electronically via online banking. The electronic 

access options feature various sensory channels, such as optimization of 
contrasts; adjustment of text size and line spacing; input with the help of a 
keyboard. 

- You can also issue transfer orders using paper transfer forms. We provide the 
transfer forms in our premises. 

• Information about the Payment Account: You have various options for retrieving 
information such as account balance and payment transactions (credits and debits 
due to transfers, SEPA direct debits, etc.) about your payment account: 
- You can retrieve information about your payment account electronically, for 

example, via online banking. The electronic access options feature various 
sensory channels, such as optimization of contrasts; adjustment of text size and 
line spacing; input with the help of a keyboard. 

Authentication Methods and Security Features: You can use authentication 
methods and security features in an accessible manner. 

3.2 Accessibility of this information 
The accessibility features of this information are as follows: 

• We provide this information in various ways – via different sensory channels: 
- In person: by handing it out at our premises or reading it aloud to you by a client 

advisor. 
- Digitally: via a direct link to the document on our website. 

• The content of this information is written in easy-to-understand language. The 
language level does not exceed B2 of the Common European Framework of 
Reference for Languages (CEFR). Please note: This does not apply to the actual 
service contract, the General Terms and Conditions or the Pre-contractual 
Information  associated with the service contract. 

• The layout of this information is designed to be particularly user-friendly: the font, 
font size, line length and line spacing have been chosen to ensure that it is easy to 
read. In addition, care has been taken to ensure the highest possible contrast 
between the foreground (e.g. text or meaningful graphic elements) and the 
background. 

3.3 Accessibility of documents related to our services 
These are the accessibility features of documents relating to our services: 

• The documents are designed to be increasingly accessible. This means that their 
presentation will meet requirements that enable individual adaptation, such as 
enlarging the font or reading aloud with adjustable volume and reading speed. The 
display and screen reading functions of the respective devices and operating systems 
will be ensured. 



 

 

 

     

       
 

     

        
  

    
           

 

       

  
  

  
 

          
 

   

     
       

 

 

 

 

 

 

 

 

 

   

       
       
         

            
            

• The documents will be available in PDF/UA (PDF/Universal Accessibility) format, 
which optimally supports the accessibility features of devices, operating systems and 
reading applications. This allows content to be perceived through various sensory 
channels, such as visual and auditory, for example through screen reading programs. 

• Graphic content such as images and diagrams will contain a short text description – 
either directly visible below the element or stored as alternative text (alt text) in the 
code. This allows people with visual impairments to understand the content and 
function of the image with the help of screen readers. 

4. Responsible Market Surveillance Authority 
Do you have problems with the accessibility of our services? In this section, we inform 
you about whom to contact in this case. 

The responsible authority is : Office de la surveillance de l’accessibilité des produits et 

Services (OSAPS)). The OSAPS checks whether economic operators comply with certain 
legal regulations relating to accessibility requirements. We as a bank are also monitored 
by the Commission de Surveillance du Secteur Financier (CSSF), which collaborates with 
the OSAPS to ensure compliance with accessibility requirements. 

If you have problems using our service, you can file an application with the OSAPS. They 
will then take legal action against us if necessary. In your application, you can claim that 
we have violated a requirement of the Accessibility Law. 

The address of the OSAPS is: Address: 11 rue Robert Stümper L-2557 Luxembourg 
Telephone: 00352 247 7 6565Email: : info@osaps.etat.lu 

UBS Europe SE is a subsidiary of UBS AG. 

UBS Europe SE, Luxembourg Branch (R.C.S. Luxembourg no. B209123), branch of UBS Europe SE, a credit institution constituted in 
the form of a Societas Europaea, incorporated in Germany and registered with the Register of Commerce of Frankfurt (no.107046), 
with registered office at D-60306 Frankfurt am Main, Bockenheimer Landstrasse 2-4. Members of the Management Board of UBS 
Europe SE: Tobias Vogel (Chairman), Dr. Denise Bauer-Weiler, Filippo Bianco, Pierre Chavenon, Miriam Godoy Suarez and Georgia 
Paphiti. Chair of the Supervisory Board of UBS Europe SE: Prof. Dr. Reto Francioni. 

mailto:info@osaps.etat.lu
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