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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 (Text with EEA relevance)

TITLE IV

RIGHTS AND OBLIGATIONS IN RELATION TO THE
PROVISION AND USE OF PAYMENT SERVICES

CHAPTER 6

ADR procedures for the settlement of disputes

Section 1

Complaint procedures

Article 99

Complaints

1 Member States shall ensure that procedures are set up which allow payment service
users and other interested parties including consumer associations, to submit complaints to the
competent authorities with regard to payment service providers’ alleged infringements of this
Directive.

2 Where appropriate and without prejudice to the right to bring proceedings before a
court in accordance with national procedural law, the reply from the competent authorities shall
inform the complainant of the existence of the ADR procedures set up in accordance with Article
102.

Article 100

Competent authorities

1 Member States shall designate competent authorities to ensure and monitor effective
compliance with this Directive. Those competent authorities shall take all appropriate measures
to ensure such compliance.

They shall be either:
a competent authorities within the meaning of Article 4(2) of Regulation (EU) No

1093/2010; or
b bodies recognised by national law or by public authorities expressly empowered for

that purpose by national law.

They shall not be payment service providers, with the exception of national central
banks.
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2 The authorities referred to in paragraph 1 shall possess all powers and adequate
resources necessary for the performance of their duties. Where more than one competent
authority is empowered to ensure and monitor effective compliance with this Directive, Member
States shall ensure that those authorities collaborate closely so that they can discharge their
respective duties effectively.

3 The competent authorities shall exercise their powers in accordance with national law
either:

a directly under their own authority or under the supervision of the judicial authorities; or
b by application to courts which are competent to grant the necessary decision, including,

where appropriate, by appeal, if the application to grant the necessary decision is not
successful.

4 In the event of infringement or suspected infringement of the provisions of national
law transposing Titles III and IV, the competent authorities referred to in paragraph 1 of this
Article shall be those of the home Member State of the payment service provider, except for
agents and branches conducted under the right of establishment where the competent authorities
shall be those of the host Member State.

5 Member States shall notify the Commission of the designated competent authorities
referred to in paragraph 1 as soon as possible and in any event by 13 January 2018. They shall
inform the Commission of any division of duties of those authorities. They shall immediately
notify the Commission of any subsequent change concerning the designation and respective
competences of those authorities.

6 EBA shall, after consulting the ECB, issue guidelines, addressed to the competent
authorities, in accordance with Article 16 of Regulation (EU) No 1093/2010 on the complaints
procedures to be taken into consideration to ensure compliance with paragraph 1 of this Article.
Those guidelines shall be issued by 13 January 2018 and shall be updated on a regular basis,
as appropriate.


