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Preliminary information booklet 
on payment services

This document contains the Prior General Information of the checking account contract (hereinafter, the contract) when the 
Customer completes payment transactions with BBVA, as a consumer or micro-enterprise, in accordance with the provisions of the 
Ministerial Order ECE/1263/2019, on the transparency of information conditions applicable to payment services (hereinafter the 
Payment Services Order). If the payment service user is not a consumer or micro-enterprise, this booklet or the aforementioned 
Payment Services Order shall not apply.

This document applies to payment services provided by BBVA to the Customer, both as a Consumer or Micro-enterprise. For the 
purposes of this document, a Consumer is an individual who, for the purposes of payment transactions, acts for purposes other 
than those concerning its economic, business or professional activity; a Micro-enterprise is both an individual who carries out a 
professional or business activity and a legal entity, which, on the date of conclusion of the contract for payment services, employs 
less than ten people and whose annual turnover or whose annual balance sheet does not exceed two million euros; a Non-Consumer 
is an individual or legal entity which acts in payment transactions for the purposes of developing economic, business or professional 
activity, and is not considered a Micro-enterprise.

The Customer shall inform BBVA in due time of any circumstances that may cause a change in consideration.

1.- ON THE PAYMENT SERVICE PROVIDER

The Customer's payment service provider is BANCO BILBAO VIZCAYA ARGENTARIA, S.A. (hereinafter "the Bank" or "BBVA"):

	▪ Registered Address: Plaza San Nicolás, 4 - 48005 BILBAO.

	▪ Telephone: 900 102 801

	▪  Website address: www.bbva.es

	▪ Registration: Biscay Business Register, Volume 2083, Folio 1, Sheet BI-17-A, Entry 1, Tax ID

	▪ Supervisory Authorities: Banco de España (Registry 0182) and Comisión Nacional del Mercado de Valores [Spanish National 
Securities Market Commission].

2.- ON THE USE OF THE PAYMENT SERVICE

2.1. Main characteristics of the payment service.

A payment transaction is an action, initiated by the payer or on their behalf, or by the payee, consisting of depositing, transferring or 
withdrawing funds, irrespective of any underlying obligations between the payer and the payee. The main payment transactions are:

Cash withdrawal and deposit services: allows payment transactions in their account, to manage the transactions of that account 
and to withdraw money from the account.
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Direct debit: a service used to debit their Account. This transaction can be initiated by the payee, with their prior authorization, 
or by the Customer directly. The Customer can view details and information on direct debits in their account through the available 
electronic channels, ATMs or at any BBVA branch. The Customer may also give instructions to BBVA to:

a) Limit direct debit payments to a specific amount, frequency or both.

b) Check that the amount and frequency of the direct debit payment, if they do not have the right to reimbursement or refund, are 
the same as those requested in the payment order.

c) Block a direct debit charge.

Transfers: A transfer refers to a transaction carried out upon the instructions of an individual or legal entity. It consists of crediting 
an account held by the payee against an account held by the payer at a financial institution. The Customer can act as the transfer 
payer (charged to their account with BBVA) and as payee (credited to the aforementioned account).

An instant transfer is a payment transaction in euros, in the SEPA area, where a person (the payer) gives instructions to their 
bank so that one of their accounts is charged to send a certain amount of money to the account of another person (the payee of 
the transfer) in the same or a different bank. The main feature of an instant transfer is that it is charged to the payer's account and 
credited to the payee's account instantly.

The Customer and BBVA can set limits for payment transactions through www.bbva.es, by calling Contact BBVA or at their BBVA 
Branch.

BBVA shall credit the payee's account with the full amount of the payment transaction in their favor. The Bank can deduct its own 
fees from the amount transferred before crediting the corresponding payee account.

Payment cards: a Card is a payment method usually issued by a financial entity. It allows payment for goods and services at any 
establishment (physical or virtual) that is part of the VISA/MASTERCARD system, depending on the type of Card issued, cash 
withdrawal on debit at ATMs and at BBVA branches and banks that allow it, against the direct debit account, provided that this 
account is open at the Bank. The terms of Card payment services will be included in their respective contracts.

Payment initiation service: a payment service that enables a payment order to be initiated at the request of the payment service 
user, with regard to a payment account open with another payment services provider. If the Customer uses this Service, the Bank 
will provide the Prior Information before opening it.

Account information service: a payment service whose aim is to provide aggregated information on one or several payment 
accounts held by the payment service user, either at another payment service provider, or various payment service providers. If the 
Customer uses this Service, the Bank will provide the Prior Information before opening it.

2.2. Unique Identifier for correct execution of a payment transaction.

For payment transactions related to Accounts that are held with BBVA, their Unique Identifier shall be the one assigned as the IBAN 
(International Bank Account Number) in the contract for the Account opened with BBVA.

The payment transaction shall be deemed to have been properly executed by BBVA if it is made to the account corresponding to the 
unique identifier provided by the payer Customer to BBVA. If the unique identifier is wrong, the Bank shall not be responsible for any 
hypothetical incorrect execution or failure to execute the payment transaction.

Specifically, when BBVA provides payment services to the Customer as a Consumer or Micro-enterprise, it shall be responsible for 
the proper execution of a payment transaction pursuant to the terms and conditions provided for in the Payment Services Act, or 
any future regulation that may replace it.
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2.3. Authorization for payment transactions.

Payment transactions are deemed to be authorized when the payer Customer has given their consent for execution in accordance 
with what is laid down in each instance. Consent may also be given through the payee or the payment initiation service provider.

2.4. Irrevocability of a payment transaction.

The Customer may not revoke a payment order after it is received by the payer's payment service provider, except in the following 
time frames:

	- With respect to direct debits, the revocation period ends on the business day before the day agreed to charge the associated 
Account, notwithstanding the right to refund. The Customer may revoke the payment order of a non-executed direct debit. To 
do so, they must notify BBVA up to the business day before the agreed date for the Account to be charged. Business days are 
those days on which the BBVA branch involved in the transaction opens for business, except for those accounts that have been 
opened electronically, which shall follow the calendar of the Bilbao market.

	- When the payment transaction is initiated by a payment initiation service provider, the payee or through them, the Customer 
may not revoke the order once they have given their consent to the payment initiation service provider to initiate the payment 
transaction, or they have given their consent to the payee to execute the payment transaction.

	- If BBVA and the Customer have agreed, for a specific payment order, that the time of receipt corresponds to a specific date, the 
Customer may not revoke the order after the end of the business day prior to the agreed day.

BBVA may charge expenses for revoking the Customer's consent, in accordance with what has been agreed, if applicable, in the 
corresponding contract.

When the Customer has given their consent for a series of payment transactions, their revocation will imply that any future payment 
transaction covered by this consent will be considered unauthorized.

2.5. Receipt of payment orders.

The time of receipt of a payment order is when it is received by BBVA. If the time of receipt is not a business day for the Bank, the 
order will be understood to be received on the next business day. For the purposes of this document, business days are those 
days on which the BBVA branch involved in the transaction opens for business, except for those accounts that have been opened 
electronically, which shall follow the calendar of the Bilbao market.

Any payment order received from 16:30 on a business day shall be deemed to have been received on the following business day.

In the case of instant transfers, the payment order is executed immediately upon receipt of the payment order.

If BBVA rejects the execution of a payment order, it will immediately notify the Customer, explaining, as far as possible, the reasons 
for the refusal and, where applicable, the procedure to be followed in order to rectify any errors that have caused it.

BBVA may charge fees for this notification, in accordance with what has been agreed, if applicable, under the specific terms of the 
contract in question.

BBVA may not refuse to execute an authorized payment order if it meets all conditions established in this contract, it has been 
initiated by the Customer or on their behalf by a payment service initiation provider, by the payee or through them.

2.6. System that applies to the value date and the availability date of funds.

For payment transactions in euros where the banks are situated within the European Economic Area (EEA) or are part of the Single 
Euro Payments Area (SEPA), and domestic payments in the currency of a member State that is not part of the euro zone, the value 
date and availability date of funds follow these rules:
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	- The value date for crediting the payee account shall not be later than the business day on which the payment transaction 
amount was paid to BBVA.

	- The value date for charging the payer account shall not be before the business day on which the payment transaction amount 
was charged to this account.

	- After receiving a payment order from the payer, BBVA shall guarantee that the payment transaction amount is credited to the 
payee payment service provider account at the latest: i) if the order is in euros, at the end of the next business day, unless it is 
indicated on paper that the deadline will be at the end of the next two business days, ii) if the order is in another currency of an 
EU member state not part of the euro, at the end of the next four business days.

	- When a Consumer or a Micro-enterprise deposits cash into a payment account of a payment service provider in the currency of 
that payment account, they will have access to the amount deposited from the moment the funds are received. The value date 
of the deposit will be the day when it is made.

2.7. Compliance of fund availability.

In order for the Bank to confirm the availability of funds to a specific payment provider in the Customer's account for the execution 
of card-based payment orders, it must meet the following requirements:

	- The payer's account is accessible online at the time of the request

	- The Customer has given express consent to BBVA to confirm that the amount of a specific payment transaction is available.

	- The Customer's Consent was given prior to the first confirmation.

The specific payment service provider may request this confirmation when the following conditions are met:

	- The Customer has given their express consent to the supplier requesting confirmation.

	- The Customer has initiated the payment transaction for a specific amount using a card issued by the payment service provider.

	- The payment service provider identifies itself to the Bank before each confirmation request.

The confirmation will consist only of a "yes" or a "no". This information will not be retained or used for purposes other than those 
stated above. The Bank may not block funds as a result of this confirmation.

When the payer of a payment transaction, the Customer will be entitled to ask the Bank to identify the payment service provider that 
has requested information on the availability of funds in their account and the response provided by the Bank.

BBVA may refuse access to the Customer's account to an account information provider or to a payment initiation service provider 
for objectively justified and duly documented reasons, related to unauthorized or fraudulent access to the account by that provider, 
in particular the unauthorized or fraudulent initiation of a payment transaction. BBVA will inform the Customer of this refusal and the 
reasons, if possible, before refusing access and at the latest immediately after refusal.

3. - FEES, INTEREST RATES AND EXCHANGE RATES

	- BBVA may not charge the Customer for fulfilling its periodic reporting obligations. However, any type of additional or different 
information, or information that is reported more frequently than established in this agreement, at the request of the Customer, 
will incur a fee that will be paid according to BBVA's rates. The Bank may also pass on fees to the Customer that are incurred 
by termination of the contract, revocation of payment orders and fees resulting from the recovery of funds for payment 
transactions executed with an incorrect unique identifier.

	- For payment transactions where the account holder is the payee, the Bank may deduct its fees from the amount transferred 
before crediting it, except for payment transactions initiated by the Customer or carried out through it, as payee, in which 
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case BBVA will pay the total amount of the payment transaction, without any deductions. For payment transactions where the 
Customer is the payer, the Bank will transfer the entire amount of the transaction, without deducting any fees from the amount 
transferred.

	- For any payment transaction in which both the payer and payee's payment service providers are located in Spain, or one of the 
providers is located in Spain and the other or others are in another Member State of the European Union, or for which only one 
payment service provider is located in Spain, the payee will pay the fees charged by their payment service provider, and the 
payer will pay the fees for their payment service provider.

	- Interest and fees of the different payment products and services are those provided for each in their Pre-contractual Information, 
where applicable, in the contract, and in the Bank's brochure of fees in force at any time, published at bbva.es and on the bulletin 
board of its branches.

	- When the payment transaction includes a currency exchange, BBVA will charge the expenses and fees in accordance with the 
instructions it receives from the Customer, if the Customer initiates the payment transaction, or the payment service provider 
of the other party if the payment transaction is initiated by them. In the absence of instructions, the provisions of the contract 
or the brochure of fees shall apply.

If the payment transaction includes an exchange in a European Union currency and the payment service provider of the other party 
is also located in Spain, the fees will be shared, except for those resulting from the conversion, which will be the responsibility of 
the person who has requested this conversion, unless otherwise indicated by the parties, which will be notified to the Bank by the 
account holder in the payment service request, or by the payment service provider of the other party if it is the party that initiates 
the payment transaction.

4.- COMMUNICATIONS

BBVA will send any communications to the Customer arising from the contract through its Internet Banking services, or otherwise 
by any online or electronic means. If the Customer wishes to receive these communications by post, they can request this by going 
to bbva.es or branches, and the Bank will send them by post.

Moreover, BBVA may send - by SMS or other online or electronic means - notifications, alerts and any type of information relating to 
the execution of the contract or payment transactions.

Every month BBVA will send information on the transactions carried out in their Account in the agreed format.

This contract is formalized in the language in which it is drafted. All communications and/or notifications arising from the contract 
shall be made in any of the official languages of Spain as agreed between the parties.

The Customer can ask for a copy of these terms and their contract at any time. To sign up for an account, it is not necessary to apply 
for any other related service, although the customer must have a checking account open in the bank from which to direct debit the 
transactions.

The Customer may make inquiries, suggestions, ask questions or requests through BBVA's digital channels (website or app), the 
BBVA branch network, Contact BBVA or the email consultasgenerales@bbva.com

5.- RESPONSIBILITIES AND REQUIREMENTS FOR REFUNDS

5.1. The Customer must take reasonable measures to protect their personal security credentials: number or any password to access 
and manage online services, and notify BBVA at its branches or at Contact BBVA, without undue delay and as soon as they are 
aware, of unauthorized use of their passwords or, where applicable, any unauthorized transaction, error or discrepancy observed in 
the statements sent by the Bank.

5.2.  Blocking. BBVA reserves the right to block any agreed means of payment, payment transactions and access to the Bank's 
online channels in order to safeguard the security of transactions, should the Bank suspect an unauthorized or fraudulent action 
regarding the same, or if the means of payment is linked to a line of credit, if its use could mean a significant increase of the risk that 
the payer may be incapable of meeting their payment obligation.

BBVA shall inform them by means of a personalized communication of the blocking and its reasons, either before or immediately 
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afterwards, unless such a communication were contrary to the applicable regulations or could jeopardize security for objectively 
justifiable reasons.

5.3. Transactions suspected to be fraudulent

BBVA uses fraud detection systems for the quick and effective identification of suspicious or fraudulent transactions. If these 
systems detect a transaction that may be suspected of actual fraud or threats to security, BBVA will contact the Customer either by 
telephone and/or online to confirm the customer's actual consent or veracity of the specific suspicious transaction. BBVA may also 
send notifications to the Customer with information on transactions of particular relevance due to their amount, or that exceed the 
limits of the customer's usual transactions, etc.

5.4. Customer liability for unauthorized payment transactions

The Customer may be held liable for up to 50 euros due to losses incurred from unauthorized payment transactions resulting from 
the use of a means of payment that is lost, stolen or misappropriated by a third party, unless: i) the Customer could not have 
detected the loss, theft or misappropriation of the Card before payment, except when they have acted fraudulently or, ii) the loss was 
attributable to any agent, branch or entity of the Bank to which the Bank might have outsourced activities.

In any event, the Customer will be exempt from all liability if a means of payment is lost, stolen or misappropriated when the 
transactions are carried out remotely using solely the payment details printed on the means of payment, provided that there is no 
fraud or gross negligence by the Customer in terms of its obligations to safeguard the means of payment and security credentials, 
and it has promptly notified this circumstance.

As the cardholder, the Customer will be liable without any limitations in the event of fraud or gross negligence on their part in 
meeting their obligations.

5.5. Notifying BBVA regarding unauthorized payment transactions or incorrect execution 

 If the Customer is aware of any unauthorized or incorrectly executed payment transaction, they must notify BBVA without undue 
delay, so that the Bank can rectify the transaction. They must inform the Bank no later than 13 months from the date of credit or 
debit, unless BBVA had not provided information corresponding to said transaction.

In the event of unauthorized transactions, BBVA will return the amount of the transaction to them, restoring, where applicable, 
the account from which the amount has been debited to its status prior to the unauthorized transaction. However, in the case of 
unauthorized payment transactions resulting from the use of a lost or stolen means of payment, the provisions of this document 
shall apply with respect to the conditions applicable to the means of payment

5.6. Bank liability for non-execution or incorrect execution of payment orders or late payment orders

For payment orders initiated by the payer: the Bank shall be responsible to the Customer for the correct execution of payment 
transactions ordered by the Customer, unless it is demonstrated that the payee's payment service provider will receive the amount 
of the payment transaction, in which case, the latter will be responsible to the payee.

If the Bank is responsible in accordance with the foregoing, it will return the amount corresponding to the transaction to the 
Customer without undue delay, restoring, if applicable, the balance of the payment account to the same balance if the incorrect 
payment transaction had not taken place. The value date for crediting the Customer's account shall not be later than the date when 
the amount was debited.

If the Customer acts as payee, the Bank shall immediately make the amount corresponding to the payment transaction available 
and, if applicable, credit the corresponding amount to their account. The value date for crediting the account shall not be later than 
the date when the amount was debited.

When a payment transaction is executed late, the payee's payment service provider will ensure that, after asking the payer's payment 
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service provider, that the value date for crediting the payee's payment account is not later than the date when the amount would 
have been paid if the transaction was executed properly.

When the Customer acts as the payer of the payment transaction, the Bank, upon request and regardless of responsibility, shall 
immediately process the payment transaction and notify the payer of the results. The Bank will not charge any fees to the payer.

In payment orders initiated by the Customer as the payee: the Bank shall be responsible for the correct transmission of the 
same to the payer's payment service provider and shall immediately return the payment order to the payer's payment service 
provider. When the payment order is sent late, the value date corresponding to crediting the Customer's payment account will not 
be later than the value date when the amount would have been paid if the transaction was executed properly.

The Bank shall ensure that the amount of the payment transaction is available to the payee immediately after that amount has been 
credited into its own account. The value date corresponding to crediting the amount to the payee payment account will not be later 
than the value date when the amount would have been paid if the transaction was executed properly.

If the Customer acts as the payer of a payment transaction that is not executed or executed incorrectly for reasons attributable 
to the Bank, the Bank will return to the payer, as applicable and without undue delay, the amount of the payment transaction not 
executed or executed incorrectly, and will return the payment account that was debited to the status in which it would have been 
found if the incorrect payment transaction was not made. The value date for crediting the account shall not be later than the date 
when the amount was debited.

The Bank will be responsible if it is found that it has received the payment transaction amount, even if the payment has been made 
with a small delay. The value date in this case will not be after the value date when the amount would have been paid if the transaction 
was executed properly.

In any case, as the payment service provider of the payee Customer, BBVA will immediately process the payment transaction and 
notify the payee of the results on its request. The Bank will not charge any fees for this purpose.

BBVA shall be liable to the Customer for any fees incurred, as well as for the interest charged to the Customer as a result of non-
execution, incorrect execution or late execution of the payment transaction.

5.7. Refunding direct debit charges to the Customer

With respect to authorized transactions, the Customer can request a refund from BBVA for the amount of an authorized and 
executed payment transaction (not including Micro-enterprises and Non-Consumers) within a maximum of 8 weeks from when the 
funds are charged to their Account, if the following conditions are jointly met:

	- When the payer Customer has not specified the exact amount of the transaction in the debit authorization; and

	- When the amount debited exceeds the amount the Customer can expect, considering the pattern of previous cost settlements 
paid through BBVA over the last 12 months, whether the transactions in question concern the same debit beneficiary or any 
other party.

BBVA shall refund the full amount of the payment transaction or shall justify its refusal to give the refund within ten (10) business 
days of having received the request.
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6.- ON AMENDMENTS AND TERMINATION OF THE FRAMEWORK CONTRACT

6.1. Amendment of the Contract

After giving the Customer two months' notice, BBVA may change the interest rate, fees, expenses and other conditions contained in 
the Contract, as well as include new ones. The Bank will deem that the Customer has accepted the amendments should he/she not 
notify the bank of his/her opposition to the same prior to the proposed application date. In this case, the customer will be entitled to 
terminate the contract free of charge and effective from any time prior to the amendment being applied.

All changes that are clearly favorable to the customer will be applied immediately.

6.2. Duration and Termination of the Contract

The duration of this contract is indefinite. The Customer may terminate the contract at any time without prior notice, and BBVA shall 
terminate it within a maximum of 24 hours from request. BBVA shall provide to the Customer any account balance in his/her favor, 
and the Customer must return all payment cards associated with the account to the Bank for deactivation. Account cancellation will 
be free for the customer.

Notwithstanding the foregoing, account cancellation will not be possible if the Customer has taken out another product or service 
with BBVA that requires the account to be kept open for management purposes.

Likewise, BBVA shall be entitled to cancel the account by means of notification with 2 months' advance notice, after which time, if 
there were a credit balance, it will no longer earn interest and shall be at his/her disposal.

7.- APPLICABLE LAW, JURISDICTION AND COMPLAINTS

This document is governed by Spanish Law, and specifically by Royal Decree 19/2018, on payment services and other urgent financial 
measures, by Ministerial Order ECE/1263/2019, on the transparency of the information conditions applicable to payment services, 
and if the Customer is a Consumer, by Bank of Spain Circular 5/2012, on the transparency of banking services and responsibility in 
the granting of loans.

If the Customer is not a Consumer or a Micro-enterprise, Ministerial Order ECE/1263/2019, on the transparency of the information 
conditions applicable to payment services, does not apply.

 

Any dispute in relation to the contract shall be resolved by Spanish judges and courts.

The Customer has access to a Customer Service Department for handling claims and complaints:

	- Servicio de Atención al Cliente. Apartado de Correos 1598, 28080 Madrid.

	- Email: reclamacionesSAC@bbva.com

	- Freephone: 900 812 679

The Customer Service Department may resolve any claims submitted by its customers by email provided by the customer for other 
communications, and by post, if an email is not provided.
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Should the Customer disagree with the decision made by the Customer Service Department, they may refer to the Consumer 
Ombudsman in the second instance: Apartado de Correos 14460. 28080 Madrid. Email: defensordelcliente@bbva.com

Before contacting the Customer Ombudsman, a complaint must be filed with the Customer Service Department. BBVA has a set of 
Customer Ombudsman Rules, which can be requested at any BBVA branch or on the website BBVA.es in the customer service links.

The maximum period for settling claims and complaints is 15 working days. This period may be extended to one month for reasons 
beyond the control of the Bank, in which case the Holder will be informed of this.

If after this period the case has not been settled or the Applicant disagrees with the final decision on their claim or complaint, he/she 
may appeal to: Banco de España Complaints Service. Calle Alcalá 48, 28014 Madrid.

Before referring to this Service, the customer must prove that he/she has already referred to the Customer Service Department or 
the Customer Ombudsman.

If the customer is an EU-resident consumer, they will not be able to refer to the Banco de España Complaints Service if more than a 
year has passed after filing the complaint or claim with the Customer Service Department or the Customer Ombudsman.

8.- ACCOUNT CANCELLATION

 The Customer may cancel the Account at any time without prior notice, and BBVA shall cancel the account within a maximum of 
24 hours from request, providing to the customer any account balance in his/her favor. Account cancellation will be free for the 
customer.

Notwithstanding the foregoing, account cancellation will not be possible if You have taken out another product or service with BBVA 
that requires the account to be kept open for management purposes or, if the account has a balance in favor of BBVA, until You pay 
the balance, as well as any interest, fees and expenses accrued.

Likewise, BBVA shall be entitled to cancel the account by means of notification with 2 months' notice, after which time, if there were 
a credit balance, You will no longer earn interest and it shall be at your disposal.


