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[bookmark: _Toc529545396]Purpose of the switching service
The switching service allows you to request an assistance from ICBC Luxembourg Branch (hereafter, “the Bank”) when switching accounts. This is possible with or without closure of your former payment account.
[bookmark: _Toc529545397]There is two possible cases: 
1) You want to switch account with a Bank within the same Member State
· How will the Bank help you?
In this case, the switching service allows you request ICBC to directly handle the transfer of all or some standing orders for credit transfers, recurring direct debits and recurring incoming credit transfers executed on a payment account from you. ICBC will therefore manage the interaction with your former Bank and your current payers/payees. You may also request settlement of the former account, whose balance will be transferred to your ICBC account.
2) You want to switch account with a Bank in a different Member State
· How will the Bank help you?
You can indicate to ICBC the desire to open a payment account with a bank located in another EU Member State. Upon request, the Bank will provide you with the following assistance:
· Provide a list of all currently active standing orders for credit transfers that have to be transferred
· Send all available information on direct debit mandates that have to be transferred 
· Transfer any remaining positive balance to the payment account opened or held with your new bank
· Close your payment account with the Bank if requested on the switching date
The Bank should conclude these steps on the date you specified, which should be at least 6 business days after the reception from the Bank of the request unless otherwise agreed between you and the Bank. 


Terms & Definitions 
Bank business day: A day, not being a legal or bank holiday, on which the relevant bank is open for business as required for the execution of a payment transaction. 
Consumer: Any natural person who is acting for purposes which are outside his trade, business, craft or profession.
Credit transfer: A national or cross-border payment service for crediting a payee’s payment account with a payment transaction or a series of payment transactions from a payer’s payment account by the bank which holds the payer’s payment account, based on an instruction given by the payer.
Direct debit: A national or cross-border payment service for debiting a payer’s payment account, where a payment transaction is initiated by the payee on the basis of the payer’s consent.
Former bank: The bank holding the former payment account of the client that participates in the switching procedure.
Payee: A natural or legal person who is the intended recipient of funds which have been the subject of a payment transaction.
Payer: A natural or legal person who holds a payment account and allows a payment order from that payment account or, where there is no payer’s payment account, a natural or legal person who makes a payment order to a payee’s payment account.
Payment account: An account held in the name of one or more consumers which is used to withdraw cash, execute credit transfers, to place funds and execute direct debits (ex. current account).
Payment order: Any instruction by a payer or payee to his bank requesting the execution of a payment transaction.
Standing order: An instruction given by the payer to the bank which holds the payer’s payment account to execute credit transfers at regular intervals or on predetermined dates.



[bookmark: _Toc529545398]Switching process when directly managed by ICBC Luxembourg Branch
· What is your role in the process?
You are responsible for the initiation of the switching service. Please refer to paragraph 3.1 for detailed instructions.
· What is happening next?
The Bank and your former bank will perform Step 2-4 and coordinate the transfer together. This service is free of charge for the clients of the Bank.

[bookmark: _Toc529545399]Application for the switching service
· How do you initiate the process?
In order to apply for the switching procedure you have to fill out the Request form, provided by the Bank 
· What is the Request form?
The Request form will allow you to specifically identify incoming credit transfers, standing orders for credit transfers and debit mandates that you want to switch to the Bank. You may also specify the desired switching date on the request form, which has to be at least 6 business days after the reception of the authorization by the Bank. By signing the request form, you acknowledge receipt of this regulation and give consent to its procedure.


· How can I switch only selected payment orders?
If you want to switch only certain credit transfers and/or standing orders to the bank, you have to fill in the Partial Transfer form in addition to the Request form and provide both documents to the Bank. 
[bookmark: _Toc529545400]Actions taken by the Bank and your former bank
· How does the Bank request the transfer?
Within 2 business days of receiving your authorization, the Bank will forward the Request form to your former bank and request it to perform the transfer.
· Which steps will my former bank take?
Your former bank will perform the following tasks within 5 business days:
· Provide a list of all existing standing orders for credit transfers that have to be transferred
· Send all available information on direct debit mandates that have to be transferred 
On the day of the switching date, your former bank will then:
· Stop accepting any incoming credit transfers and direct debits on your former payment account 
· Cancel all standing orders on the switching date.
· How is the new account set up?
Once your former bank has provided all required information, the Bank will complete the transfer within 5 business days by performing the following tasks:
· Set up and execute standing orders for credit transfers starting on the switching date
· Make any necessary preparations to accept direct debits starting on the switching date
· Inform your payers and payees of recurring money transfers of all details of the new payment account and the specified switching date 
· Can you notify specific payers and payees yourself?
Clients may notify the mentioned parties individually. Please contact the Bank to receive a standard letter to inform payers and payees which includes the new account details and the agreed switching date mentioned in the authorization.
· Do you have the right to block certain parties?
You have the right to refuse to accept direct debits or to limit a direct debit collection to a certain amount, periodicity or both. You may also block direct debits by certain payees or authorize only specified payees to initiate direct debits. 

[bookmark: _Toc529545401]Complaint resolution 
· What can you do if you are not satisfied with the switching service?
The Client may address a complaint in writing (preferable) by post, email or fax, or by telephone to the attention of the below contact persons. The Client’s personal data will be kept and processed in accordance with applicable data protection laws.
Contact the Legal Department and/or Client’s contact person in the Bank.
ICBC Luxembourg Branch
Legal Department
32, Boulevard Royal
L‐2449 Luxembourg
Tel: (+352) 268 666 1 (reception/switchboard)
Fax: (+352) 268 666 651 (attn. Legal Department)
complaints‐branch@eu.icbc.com.cn

· What can you do if you are not satisfied with the Bank’s complaint handling?
If you are not satisfied with the Bank’s complaint handling or if you do not received a response within the legal deadline, an out‐of-court complaint resolution procedure is provided by the CSSF in accordance with the provision of CSSF regulation no. 16‐07 1. The Client may contact the CSSF 
· by post: 	Commission de Surveillance du Secteur Financier
Département juridique II
283 route d’Arlon
L‐1150 Luxembourg
· by fax: (+352) 26 25 1‐601
· by email: reclamation@cssf.lu
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