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General Terms and Conditions for the 
Rabo Moneycard 2018
1 Definitions; how to read these general terms and conditions

1 What terms do we use in this document?

Agreement:
The agreement between you and us regarding your Moneycard as brought about by means of the provision form.

Cash dispenser:  
A cash dispenser from which you can withdraw cash using your Moneycard that bears the same logo as depicted on 
your Moneycard, i.e. the V PAY logo.

Credit:
The euro amount linked to your Moneycard that you can use to carry out Moneycard transactions.

Incident:
The loss, theft, abuse or counterfeiting of a Moneycard, PIN number, speech computer access code or activation code, or 
Internet portal password, or your suspicion that something like this has happened to one of these items.

Instruction:
An instruction we can issue to you personally within the framework of our services, for instance if you notify us that your 
Moneycard has been stolen.

Internet portal:
www.moneycardservices.com/consumer or a substitute Internet portal.

Internet portal password:
The Internet portal password you have chosen.

Moneycard:
The Moneycard – Basic or Advanced – that we have provided you with through the provider and that you can use to 
carry out Moneycard transactions.

Moneycard Service Desk:
The service desk liaising with you on our behalf about your Moneycard. The Moneycard Service Desk can be reached on 
number +31 88 722 6555 24 hours a day to report the loss or theft of a PIN number, speech computer access code or 
activation code, Internet portal password or Moneycard. For any other matters, the Moneycard Service Desk is available 
from 9 am to 10 pm on business days, from 10 am to 10 pm on Saturdays, and from 11 am to 8 m on Sundays.

Moneycard transaction:
A cash withdrawal or payment made using a Moneycard.

 
PIN number:
A secret, four-digit personal security code that comes with your Moneycard. We will give you the PIN number through 
the speech computer. We may opt to give you the PIN number on paper through the provider. You will need the PIN 
number for Moneycard transactions.

Point-of-sale (POS) terminal:
A terminal suitable for making payment using a Moneycard that bears the same logo as depicted on your Moneycard, i.e. 
the V PAY logo.

Provider:
The party that wishes to pay an amount to you through your Moneycard and that has provided you with your Moneycard 
on our behalf.

Provision form:
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The document in which the arrangements made about the Moneycard between you and us are laid down; in other 
words, the agreement. If a Moneycard Basic is converted into a Moneycard Advanced, the upgrading form is to be used 
as the provision form.

Rabobank/we:
Coöperatieve Rabobank U.A., having its registered office in Amsterdam, the Netherlands.

Rules:
Our rules (of use) applicable to our services. For example, we can issue rules for the use of cash dispensers or the Internet 
portal.

Speech computer:
You can use the speech computer to obtain information about your Moneycard. You can reach the speech computer by 
dialling number +31 88 722 6555. To use it, you will need a speech computer activation code and access code.

Speech computer access code:
The access code for the speech computer, which you are to create yourself using the speech computer and the speech 
computer activation code.

Speech computer activation code:
The code you can use to activate the speech computer. We will give you this code through the provider, along with your 
Moneycard.

Security code:
A code that we have given to you, or that you have created with Rabobank or for purposes of our payment instruments, 
and that you must keep secret, for instance the PIN number and the speech computer activation code.

Using your Moneycard:
Everything that you are allowed to do with your Moneycard, such as making payment.

Valid-thru date:
The date – stated on your Moneycard – after which your Moneycard will expire.

You:
The user of the Moneycard.

2 How to read these general terms and conditions
These general terms and conditions are divided into sections. Section 2 contains provisions on the safe use of your 
Moneycard. Section 3 contains provisions on your Moneycard proper, for example how you will receive your Moneycard. 
Section 4 contains provisions on the use of your Moneycard. Section 5 explains how we will inform you and how you can 
communicate with us. Subsequently, Section 6 lists the consequences of the use of your Moneycard. Section 7 describes 
what will happen upon the end of your Moneycard, for example if you wish to stop using your Moneycard. Section 8 
contains a number of general provisions applicable between you and us. Finally, Section 9 contains the final provisions, 
including information about our complaints procedure.
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2 Security

1 Introduction; what are these rules about?
Online banking and payments must be safe, for instance when paying at a POS terminal in a shop or withdrawing cash at 
cash dispensers. We have an important duty to fulfil here, but so do you. You will find everything you need to do in these 
security instructions.

2 Why do you need to comply with these rules?
If you stick to the rules, you will strongly reduce the chance of becoming a victim of fraudsters. By law, we must refund 
amounts debited from consumers’ accounts without their consent, although we may deduct an excess of no more than 
€50 in specific cases. We are not always obliged to so refund amounts debited without consent. If you stick to the five 
security instructions below, you will not run the risk of the full loss or damage being for your account.

3 What do you need to do?
1 Keep your security codes secret
2 Be sure not to let your Moneycard be used by others
3 See to proper security for the hardware you use for online banking
4 Check your transactions
5 Report any incidents directly to us and follow our instructions

Each security instruction is described below.

1 Keep your security codes secret
Always be aware of the following.
• Be sure not to allow others to take note of security codes. These include not just the PIN number you use in 

combination with your Moneycard, but also all other codes you must use to issue payment orders online and/
or use the Internet portal.

• You are the only one to use such security codes, and only in the way indicated by us.
• Do not write down or save the codes. If you really must, do so only in a form unrecognisable to others and 

decipherable by you only, and do not keep the encoded information with your Moneycard or any hardware 
you use for online banking.

• If you can choose a security code yourself, make sure it is not easy to guess. For example, do not choose your 
year of birth, a relative’s name or postal code.

• Be sure that nobody can watch when you enter your security codes. This is not just about your PIN number, 
but also about all other codes you must use to pay online and/or use the Internet portal.

• Never provide a security code by telephone or email, or on a website or in an app other than Rabobank’s, or 
in a way other than we have instructed. This also applies when somebody who claims to work for Rabobank 
contacts you by telephone or email, or personally. We will not at any time ask you for security codes in this 
way.

2 Be sure not to let others use your Moneycard
Always be aware of the following.
• Do not let yourself be distracted when you use your Moneycard, and check whether your own Moneycard is 

returned to you after the transaction.
• Always store your Moneycard in a safe place, and make sure you cannot lose it easily.
• Regularly check whether you still have your Moneycard in your possession.

3 See to proper security for the hardware you use for online banking
Always be aware of the following.
• See to current security (and other) updates for the software installed on the hardware you use for online 

banking (such as a computer, tablet and/or smartphone). This software may be the operating system or 
security software, such as a virus scanner or firewall.

• Do not install any illegal software.
• Secure access to the hardware you use for online banking with an access code.
• Make sure that any applications we provided on the hardware you use for online banking cannot be used by 

unauthorised parties.
• Always log out when you’re done.

4 Check your transactions
You must always check any information, including notifications, that we have provided to you as soon as possible
upon receipt, but in any case every two weeks, by checking, through the Internet portal, whether any information
is available. Should any loss or damage arise for us as it has been impossible for you to check your transactions for
a while, we may ask you to demonstrate that such was, in all reasonableness, impossible.
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5 Report any incidents directly to us and follow our instructions
Always be aware of the following.
• In the following cases, always directly contact the Moneycard Service Desk referred to in Article 1 of Section 1.

• You no longer have your Moneycard or don’t know where it is.
• You know or suspect that somebody else knows or has used a security code.
• You notice that transactions have taken place for which you have not given consent.

• Also directly contact the Moneycard Service Desk referred to in Article 1 of Section 1 if you experience 
something odd or unusual, such as a different way of logging in.

We can block your Moneycard to prevent any (further) loss or damage from arising. If we give you instructions, for 
example to prevent any further incidents, you must follow those instructions. Again, we will not at any time ask you for 
security codes.
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3 Use of Moneycard and codes

1 How do you obtain a Moneycard and a PIN number?
1 You will enter into an agreement for a Moneycard with us. However, you will not receive your Moneycard from us, 

but from the provider. You will be given a Moneycard Basic or a Moneycard Advanced, as stated in the provision 
form.

2 You will receive the PIN number separately from your Moneycard, in one of the following ways.
• Through the speech computer: enter the non-reusable speech computer activation code and follow the steps 

in the menu. You will then be informed of the PIN number by telephone.
• From the provider in a separate envelope, through which the PIN number is illegible.
If this envelope has been opened or damaged, you must not accept it and report this to the provider.
We determine how you will receive the PIN number.

3 Immediately upon receipt of your Moneycard, you must place your signature on it.

2 What can your Moneycard be used for?
1 You can only use your Moneycard for Moneycard transactions, i.e. withdrawing cash (possible with a Moneycard 

Advanced only) and making payment. You can withdraw cash and make payment at cash dispensers and POS 
terminals suitable for the Moneycard that bear the V PAY logo.

2 You can use your Moneycard until the valid-thru date stated on your Moneycard.

3 General
1 The Moneycard is always in the name of one person. The Moneycard, the PIN number, the speech computer 

activation code and access code, and the Internet portal password are strictly personal.
2 You may use your Moneycard privately only, not for business purposes.
3 The Moneycard will remain our property. You may not make any changes to your Moneycard or copy it.
4 When using your Moneycard, you must follow our instructions and rules.

4 How do you activate your Moneycard?
You need to activate your Moneycard before you can use it. There are two ways of activating your Moneycard.
• By dialling into the speech computer, using the speech computer activation code and taking the requisite steps.
• By using your Moneycard for a Moneycard transaction.
We will tell you how to activate your Moneycard in the letter accompanying your Moneycard.

5 What does a Moneycard cost? How do you pay the associated fee to us?
1 Through the provision form, we reach agreement with you on the costs of your Moneycard and its use, for 

instance a cash withdrawal or payment, the use of the Internet portal or the receipt a text message stating the 
amount of the credit on your Moneycard.

2 We determine how we calculate the costs and will notify you of any cost changes. We can change the costs in the 
following cases, among others.
• Our services will change.
• We will discontinue some of our services.
• We work together with another party to be able to provide a specific service, and this other party will increase 

or decrease the rates, or we will work together with another party that charges us fees.
• We will change our rate structure; for example, we will apply separate rates to items that used to be included 

in the rate for the Moneycard, or vice versa.
• We wish to change the cost/revenue ratio.
• We will incur higher costs, for example owing to new or amended rules and regulations, such as costs we 

will pass on to you in connection with new checking obligations imposed on us by the government or 
supervisory authorities.

• We will adjust our rates in connection with inflation or price indexation.
• Social or market trends

3 Any costs payable for the Moneycard will be debited from the amount of the credit. This also applies to any costs 
for the use of your Moneycard or for text messages you receive from us regarding your credit at your request. We 
determine when any such costs will be debited.

4 Upon the end of your Moneycard, we will refund any costs to you that you paid in advance and that pertain to 
the period after the end of your Moneycard.
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4 Moneycard transactions

1 Increasing your credit
You cannot increase the credit on your Moneycard yourself; only the provider can do so.

2 Withdrawing cash from cash dispensers in the Netherlands
1 You can use your Moneycard to withdraw cash in euros from a Rabobank cash dispenser or a cash dispenser of 

other banks in the Netherlands.
2 You can only withdraw cash from cash dispensers suitable for cash withdrawals using a Moneycard that bear the 

V PAY logo.
3 You consent to a cash withdrawal by inserting your Moneycard into the cash dispenser, entering your PIN number 

and choosing the amount. After pressing the confirmation button, you can no longer revoke the cash withdrawal.

3 Withdrawing cash from cash dispensers in other European countries
1 The provision form clarifies whether you can use your Moneycard to withdraw euros or another currency from 

cash dispensers in other European countries and, if so, which countries.
2 You can only withdraw cash from cash dispensers suitable for cash withdrawals using a Moneycard that bear the 

V PAY logo.
3 You consent to the cash withdrawal by inserting your Moneycard into the cash dispenser, entering your PIN 

number and choosing the amount. After pressing the confirmation button, you can no longer revoke the cash 
withdrawal.

4 The amount of the euro payment or the countervalue in euros of the amount in the other currency will, to the 
extent possible, immediately be debited from the credit.

4 Paying with Moneycard and PIN number at POS terminals in the Netherlands
1 You can pay euro amounts using your Moneycard and PIN number at POS terminals in the Netherlands. The 

amount of the payment will, to the extent possible, immediately be debited from the credit.
2 You can only make payment at POS terminals suitable for making payment using a Moneycard that bear the V 

PAY logo.
3 You consent to payment by inserting your Moneycard into the POS terminal, entering your PIN number and 

pressing the confirmation button. After pressing the confirmation button, you can no longer revoke the payment.

5 Paying with Moneycard and PIN number at POS terminals in other European countries
1 You can pay amounts in euros or another currency using your Moneycard and PIN number at POS terminals 

in other European countries. The provision form clarifies whether you can use your Moneycard to pay at a POS 
terminal in other European countries and, if so, which countries.

2 You can only make payment at POS terminals suitable for making payment using a Moneycard that bear the V 
PAY logo.

3 You consent to payment by inserting your Moneycard into the POS terminal, entering your PIN number and 
pressing the confirmation button. After pressing the confirmation button, you can no longer revoke the payment.

4 The amount of the euro payment or the countervalue in euros of the amount in the other currency will, to the 
extent possible, immediately be debited from the credit.

6 Other ways of withdrawing credit
It will be possible to withdraw the credit other than through a Moneycard transaction only if you terminate the 
agreement between you and us, and request repayment. Article 1 of Section 6 sets out how you terminate the 
agreement. Article 3 of Section 6 provides for the repayment request.

7 Charging, balance and/or spending limits
1 Through the provision form, we reach agreement with you on the limits applicable to your Moneycard, such as 

charging, balance and/or spending limits, which we can change. If we do so, we will let you know.
2 Withdrawals from or payments at cash dispensers or POS terminals may be subject to limits lower than those we 

have agreed on with you.

8 When can we refuse to carry out Moneycard transactions?
We will have the right to refuse to carry out a Moneycard transaction if:

a your credit is too low or we have earmarked the credit (or any portion of it) to conduct other Moneycard 
transactions so that the credit is too low to carry out the Moneycard transaction we intend to refuse;

b a limit as referred to in Article 7 of this Section has been reached;
c statutory rules prohibit us from carrying out a Moneycard transaction, for example in case of an attachment being 

levied or the implementation of rules to prevent terrorism;
d you fail to fulfil your obligations in our respect;
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e we know or suspect that you have not consented to the Moneycard transaction;
f you may not use your Moneycard or may no longer use it on your own, for example because this requires a 

receiver’s or trustee’s consent;
g the instructions, rules or procedures have not been followed;
h the Moneycard transaction is in a currency that is or suddenly becomes not commonly traded;
i we know of or suspect fraud or abuse;
j we know or suspect that the Moneycard transaction violates applicable rules or obligations that apply to us;
k the bank with which the payee maintains an account does not form part of our payment network; and/or
l we have another valid reason to do so.

If we refuse to carry out a Moneycard transaction, we will let you know electronically, for example on the screen of 
the cash dispenser or POS terminal in question. We do not have to tell you the reason for our refusal if we have good 
grounds not to do so, for example if this is not appropriate for objectively justified security reasons, or not permitted, or 
in order to prevent fraud.

9 Prohibited Moneycard transactions; Moneycard transactions not or incorrectly carried out
1 We will inform you of Moneycard transactions carried out through the Internet portal using your Moneycard. 

Article 4 of Section 2 contains rules on checking such information. If you notice that a Moneycard transaction 
has taken place without your consent, or believe that we have not or incorrectly carried out your Moneycard 
transaction, you are expected to contact us immediately through the Moneycard Service Desk referred to above 
in Article 1 of Section 1.

2 If a Moneycard transaction has taken place without your consent, you will be entitled to repayment if:
• you notified us on time and in the agreed fashion that the Moneycard transaction was carried out without 

your consent, that an incident took place or that you suspected any of this; and
• you have complied with the other security instructions from Section 2.
• We may apply an excess of €50. You will not be liable for Moneycard transactions carried out without consent 

after reporting the incident.
3 In case of loss or damage owing to the abuse of your Moneycard, the PIN number, the speech computer 

activation code and/or access code, and/or the Internet portal password, you must also immediately report this to 
the police. If we ask you to do so, you must provide us with a copy of the police report.

4 You will in any case be fully liable if a Moneycard transaction could take place without consent owing to any 
intentional act or omission or gross negligence on your part in not complying with the security instructions, or 
owing to your fraudulent acts. You will not be entitled to repayment in that case.

5 It will be investigated whether you are entitled to repayment in respect of a Moneycard transaction carried out 
without consent. Should you be so entitled, you will repay to us the amount received, if any. We can debit this 
amount from your Moneycard credit.

6 If your Moneycard transaction has not been carried out or carried out incorrectly, and the amount of the 
Moneycard transaction has been debited from the credit, we will credit the amount of the Moneycard transaction 
to your Moneycard. We will reimburse you for any costs we have charged you for the impermissible Moneycard 
transaction. We will not compensate any other loss or damage. Furthermore, Article 1 of Section 9 will apply.

7 Should we not be responsible for the impermissible Moneycard transaction or incorrect performance of a 
Moneycard transaction, you may ask us to investigate the Moneycard transaction. If we do so, we will provide you 
with the outcome. We may charge the costs of the investigation to you if this is allowed by law. We will let you 
know in advance.

10 Blocking your Moneycard
1 We may block your Moneycard and the PIN number on the grounds of objectively justified reasons relating to:

a the security of your Moneycard;
b the suspicion of impermissible or fraudulent use of your Moneycard; and/or
c the considerably increased risk that you will not be able to fulfil payment obligations in our respect.
Article 12 of this Section lists the consequences of blocking your Moneycard.

2 We will let you know that we have blocked your Moneycard and why. We do not have to tell you anything if we 
have good grounds not to do so, for example if this is not appropriate for objectively justified security reasons, or 
not permitted, or in order to prevent fraud.

3 We may deactivate the speech computer access code and activation code, and the Internet portal password for 
the reasons stated above in paragraph 1 or if we consider such necessary.

11 Actions to take in case of abuse, theft or loss of your Moneycard, speech computer activation code or access 
code, or Internet portal password

1 You must immediately have your Moneycard blocked through the Moneycard Service Desk referred to above in 
Article 1 of Section 1 if:
a your Moneycard has been stolen or you suspect that it has been stolen;
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b you have lost your Moneycard or no longer know where you put it;
c your Moneycard is not returned to you after use, for example because it has been taken in by a cash dispenser;
d you notice that one or more Moneycard transactions have been carried out, but not by you, for example after 

checking the transaction summary;
e you know or suspect that somebody else knows or has seen your PIN number, speech computer activation 

code or access code, or Internet portal password; and/or
f for another reason, you doubt the security of your Moneycard, the PIN number, speech computer activation 

code or access code, or the Internet portal password.
Article 12 of this Section lists the consequences of blocking your Moneycard.

2 We will block your Moneycard once we have received your notification. If you still have the old Moneycard in your 
possession or regain possession of it, you may no longer use it. You must immediately hand it in to us if we ask 
you to do so. We will return your Moneycard taken in or give you a new Moneycard. We will give you another PIN 
number if we consider such necessary.

12  Actions to take if your Moneycard no longer works or has been invalidated, for example because it has been 
blocked
1 If your Moneycard no longer works, or if it is invalid or has been invalidated, you must hand in your Moneycard to 

us if we ask you to do so.
2 If you inform us that your Moneycard no longer works or has been invalidated, you will be given another, 

substitute Moneycard, as well as a new PIN number if we consider such necessary. We may charge you a fee for 
this.

3 If you have a Moneycard Basic, you are expected to contact the Moneycard Service Desk to link the credit to your 
substitute Moneycard. If you have a Moneycard Advanced, we will link the credit to the substitute Moneycard.

4 If you do not want a new Moneycard, you can terminate the agreement, as set out in Article 1 of Section 7, and 
request us to repay the credit, as set out in Article 3 of Section 7.

13 Moment of handing in your Moneycard
The Moneycard must immediately be handed in if:

a we ask you to do so;
b your Moneycard is no longer valid;
c you still have your Moneycard in your possession or regain possession of it after an incident report;
d your Moneycard is terminated or ends for another reason;
e your assets are placed under administration or management;
f the credit is attached or subject to claims;
g you have died;
h you are bankrupt;
i you have been granted a suspension of payments;
j you are placed under legal guardianship;
k your bankruptcy or suspension of payments has been applied for; and/or
l the statutory debt relief scheme has been applied for in your respect.

The Moneycard can no longer be used in these cases. We will tell you where to hand in your Moneycard. In lieu of 
handing your Moneycard in, you must destroy it if we so notify you.

14 Foreign currencies
If you pay or withdraw an amount in a currency other than the euro, we will convert that amount into euros and debit it 
from your credit. The provision form sets out how we determine the applicable exchange rate. We may charge additional 
fees or surcharges in this respect. The provision form also provides information about such additional fees or surcharges.
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5 Information and communication

1 Dutch language leading
If the Dutch version of the agreement, these general terms and conditions and the manual differ from a translated 
version of those documents, the Dutch version will prevail.

2 Information through Internet portal and speech computer
1 Through the Internet portal, we will provide you with information about your Moneycard (including Moneycard 

transactions) and about changes to your Moneycard, and to the applicable agreement and terms and conditions.
2 The first time you log onto the Internet portal, you must enter the number of your Moneycard and your date of 

birth. Thereafter, you can log on by entering the number of your Moneycard and the code on the back of your 
Moneycard (the CVV2 code), as well as your Internet portal password.

3 In the Internet portal, you can create a summary of your Moneycard transactions on a durable carrier, which you 
can send to an email address.

4 Through the speech computer, you can obtain information about Moneycard transactions, by dialling into the 
speech computer and entering the speech computer access code.

3 Reporting
1 If an incident occurs, for instance involving your Moneycard, you should let us know by telephone as quickly as 

possible. If you wish to report another matter, you must do so in writing or by email, unless we agree with you 
that you can notify us in another way.

2 If we want to inform or notify you, we determine how we will do so, for example through the Internet portal only. 
We will not then have to do so in any other way.

4 Frequency of logging onto Internet portal and checking information; actions to be taken in case of errors
1 You must check any information, including notifications, that we provide to you immediately upon receipt. 

You must regularly, but at least once every two weeks, check whether any information is available through the 
Internet portal, or more often if there is a reason for doing so or if we have agreed this with you. If you notice any 
information, you must immediately check it.

2 If the information contains an inaccuracy, or if you believe information is missing, you must so notify us 
immediately by calling the Moneycard Service Desk, whose telephone number is stated above in Article 1 of 
Section 1.

3 If you fail to respond to the information within 13 months, you will be deemed to have approved the information. 
This means, for example, that we no longer have to correct it. Upon the expiry of the said term, we no longer 
have to correct the credit on your Moneycard, for example, in case an amount was incorrectly debited from your 
Moneycard.

4 We may rectify errors at any time.
5 Information about the credit you consult through hardware may differ from the credit that is actually available.
6 We may change the options provided by the Internet portal at any time.

5 Availability of Internet portal and speech computer
1 We do everything we can to keep the Internet portal and the speech computer up and running. However, you 

must take into account that the Internet portal and the speech computer are not always up and running, and take 
measures, if necessary, to prevent or limit the consequences thereof.

2 We will always have the right to disable the Internet portal and the speech computer, for instance due to 
maintenance, or in case of fraud or a suspicion of fraud, but also in the event of hardware, software or connection 
failures.

6 Requirements set in respect of your devices, software and connection
1 You must see to the devices, software and connection needed to use the Internet portal and the speech computer 

yourself, and to such devices, software and connection being secure and operating without interruption or 
failures. This also applies if you use devices, software and/or a connection of other parties. We set requirements in 
respect of the devices, software and connection, which can be found in these general terms and conditions and 
in the rules posted on www.rabobank.nl. Any and all costs of the devices, software and connection needed to use 
the Internet portal and the speech computer will be for your account.

2 You must see to it that your devices, software and connection do not cause us or others damage.
 



11/16

6 Consequences of using Moneycard

1 Crediting/debiting
We will credit your Moneycard with money remitted to the Moneycard. We may also debit money from your Moneycard, 
in any case if:

a you use your Moneycard for Moneycard transactions, i.e. to withdraw money or to pay;
b you must pay us money; and/or
c we must pay money on your Moneycard to another party by law.

2  Bound by and liable for legally binding acts
1 The rules laid down in this Article apply to:

• the PIN number;
• the speech computer access code;
• the speech computer activation code, and
• the Internet portal password.

 Any reference in this Article to “PIN number” also relates to the speech computer access code and activation 
code, and the Internet portal password.

2 You will be bound by any and all legally binding acts performed using your Moneycard and/or PIN number, 
even if another party has so performed them. You will not be bound by legally binding acts performed using a 
Moneycard and/or PIN number as soon as you have reported an incident involving the tool in question through 
the Moneycard Service Desk referred to in Article 1 of Section 1. This will not, however, affect the validity of any 
legally binding acts performed before the incident was reported.
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7 End of agreement

1 How can you stop using your Moneycard?
1 You can stop using your Moneycard before its valid-thru date by terminating the agreement between you and us. 

You can do so by taking the steps required for that purpose in the Internet portal. Once you have terminated the 
agreement, you can no longer use your Moneycard as from that moment.

2 Such termination of the agreement before its valid-thru date is always accompanied by a repayment request, the 
rules for which are laid down in Article 3 of this Section.

2 In what other cases will our agreement end?
The agreement between you and us will also end in the following cases.
• Your Moneycard is no longer valid.
• We terminate the agreement, for example when the agreement between the provider and us ends. A notice period 

of at least two months will apply to us, except if we can, by law, end the agreement with immediate effect. We will 
send the notice of termination to you at the address last known to us.

Once the agreement has ended, you can no longer use your Moneycard.

3  What will happen to your Moneycard credit when the agreement is terminated and after the agreement has 
ended?
1 If you terminate the agreement through the Internet portal, you may request repayment of the credit on your 

Moneycard by completing the requisite screens in the Internet portal and confirming your request. This request 
can be made in relation to an account in your name only.

2 If the agreement ends other than by your termination through the Internet portal, you can request repayment of 
the credit on your Moneycard after the end of the agreement. For that purpose, you may request a form from us 
or from the provider. This request can be made in relation to an account in your name only.

3 If we accept the repayment request, we will remit the credit in euros to an account in the Netherlands, the 
European Union or another country in the European Economic Area (“EEA”). We can provide you with information 
as to which countries form part of the EEA. As the payee, you must bear the costs incurred abroad, if any.

4 We do not have to accommodate the repayment request in the same cases as those in which we do not have 
to carry out a Moneycard transaction (see Article 8 of Section 3). Neither do we have to accommodate the 
repayment request if it is inaccurate, incomplete or unclear. If we were unable to accommodate the repayment 
request, we will so notify you.

4 Survival of terms and conditions
If the agreement between you and us ends, the arrangements made between you and us in these general terms and 
conditions or in the provision form will continue to apply as long as the credit has not been repaid.
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8 General provisions

1 No transfer or pledge
You cannot transfer or pledge your rights ensuing from the agreement to another party, but you may transfer or pledge 
them to us.

2 Following our instructions and rules
1 We may issue instructions and rules, for example on the use of the Moneycard, cash dispensers and POS terminals, 

and the Internet portal, and on how to handle your Moneycard, PIN number, speech computer activation code 
and access code, and Internet portal password with due care.

2 You must follow these instructions and rules. Such instructions and rules may be changed.
3 The provision form comes with a manual, which contains instructions and rules you must follow. In addition, we 

may issue new or changed instructions and rules through the Internet portal. Whenever you are checking whether 
there is information for you in the Internet portal, you must also check whether there are new instructions and 
rules.

3 Other costs
Sometimes, we incur other costs in relation to your Moneycard. You owe us a fee for these costs, which include:

a the costs of any inspection of our records;
b collection costs;
c litigation costs; and/or
d the costs of out-of-court proceedings, which will be at least 10% of the amount you must pay us, unless the law 

provides otherwise. If we incur higher costs, you must also pay those costs.

4 Bankruptcy, suspension of payments, attachment
1 If you are bankrupt or come under the statutory debt relief scheme, you may no longer use your Moneycard. If a 

court grants you a postponement of payment, this is called a suspension of payments in legislation. You may then 
no longer use your Moneycard on your own, but only together with your receiver.

2 If an attachment has been levied on your Moneycard, you can no longer use the portion of the credit that has 
been attached.

5 Your legal relationships with other parties
We are not a party to your legal relationships with other parties, such as between you and the party whom you pay an 
amount using your Moneycard. We will not be responsible or liable for the contents and performance of arrangements 
you have made with others.

6 Applicability of specific rules
The use of the Moneycard must satisfy the rules set by us, the government and/or a supervisory body. For example, we 
may declare specific rules applicable to a Moneycard transaction or adjust them. If we do so, we will let you know, for 
example if we require a licence or consent for a Moneycard transaction from the Dutch Central Bank or from another 
supervisory body in the Netherlands or elsewhere.

7 Use of forms and tools
You must handle and use everything that you receive from us to be able to use your Moneycard and payment services 
with due care.
 
8 Evidence
Any and all data kept by us, for instance regarding the performance or use of the agreement, your Moneycard, your 
device, the Internet portal, your PIN number, speech computer activation code and access code, or the Internet portal 
password, will constitute full evidence in your respect. This also holds true for data of other parties that we engaged. You 
may at all times submit evidence to the contrary.

9 Prohibited use of your Moneycard
You will be responsible for your Moneycard not being used for matters that:

a violate the law;
b infringe upon another party’s rights;
c are wrongful for other reasons;
d harm banking relations between you and us; and/or
e in our opinion, harm or may harm our reputation, or jeopardise the integrity of the banking sector.
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9 Final provisions

1 Limitation of our liability
1 We will be liable only if we are liable by law.
2 We will not be liable for any loss or damage that - directly or indirectly - arises from failures or errors in:

• infrastructure (such as power supply systems);
• telecommunication connections (such as (mobile) telephony or (mobile) Internet connections); or
• hardware, tools and/or software provided by the Bank or third parties, except in the event of any gross 

negligence or intentional act or omission on our part.
3 Should we be liable to you, our liability will be limited to the direct loss or damage incurred by you. We will not, 

as a rule, compensate you for any indirect loss or damage. Only the following types of loss or damage constitute 
direct loss or damage.
• Any undue fees or interest that you have paid to us
• Any interest that we should have paid to you (if we had complied with our obligations)

4 Should we be liable to you, our liability will, moreover, be limited to €225 for each breach or series of related 
breaches.

5 Other provisions laid down in these general terms and conditions may also include arrangements regarding 
liability and loss or damage. To the extent that such arrangements differ from this Article, they will prevail.

6 If we have engaged others to perform the agreement and exercised due care in selecting them, we will not be 
liable for anything they do or omit to do.

7 Article 9 of Section 3 lays down the applicable provisions in case of an impermissible payment or the non- or 
incorrect execution of a payment order.

2 Merger, demerger, contract takeover, transfer
1 Merger or demerger of Rabobank
 We may amalgamate with another legal entity, or “merge”, as this is called. We may also be divided into parts, 

which is called “demerge”. If we enter into a merger or demerger, our legal successors may, independently and 
each for the whole:
• exercise all rights and powers in your respect; and
• perform all our obligations in your respect.

2 Contract takeover
 We may transfer the legal relations we have with you from an agreement with you to another party. You hereby 

already consent to rendering your cooperation in this. Such a transfer of the agreement with you is also called a 
“contract takeover”. Obviously, you will be notified of such a contract takeover.

3 Transfer
 We may transfer or pledge, in whole or in part, the claims against you, the rights ensuing from the agreement and 

the related accessory rights to another party, or conclude a “financial security agreement” in this respect. In the 
event of a merger, demerger, contract takeover or transfer, “we”, “us” and “our” as referred to in the provision form 
and these general terms and conditions will also refer to our legal successors.

3 Obligations in respect of tax authorities
1 Besides other obligations that apply to provide us with information, you must also immediately, upon our request 

to that end, provide us with any and all data, correctly completed and signed forms, copies of documents and 
other information we need to ensure that we can fulfil our obligations ensuing from an agreement with or other 
obligations in respect of any tax authorities in the Netherlands or another country. In addition, you must do 
everything needed to ensure that we can fulfil such obligations. In case of changes to the information you have 
provided to us, you must notify us of any such changes as soon as possible.

2 We may also process your data to the extent that such is necessary to fulfil our obligations ensuing from an 
agreement with or other obligations in respect of any tax authorities in the Netherlands or another country. The 
acts of processing which we may perform include the use of your data already in our possession, the collection 
and storage of your data, and the sharing of your data with the tax authorities in the Netherlands or another 
country.

3 If, on the grounds of an agreement or for another reason, tax authorities in the Netherlands or another country 
require us to withhold tax on payments to you and we must pay such tax to those tax authorities, this will be for 
your account. We may deduct the amount of the withholding tax from payments to you or debit it from your 
Moneycard. We may also charge you for such tax in any other way.

4 Our data and supervisory authorities
1 We have our registered office in Amsterdam, the Netherlands, and our head office on Croeselaan 18 in (3521 CB) 

Utrecht, the Netherlands. We are listed in the Trade Register under number 30046259.
2 Rabobank offers payment services, as well as current and savings accounts, credit facilities and mortgage 

financing. It also provides intermediary services in the fields of insurance and credit facilities.
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3 Our supervisory authorities are:
• De Nederlandsche Bank N.V., Westeinde 1, 1017 ZN  Amsterdam, the Netherlands
•  Visit www.dnb.nl for more information.
• The Netherlands Authority for the Financial Markets, Vijzelgracht 50, 1017 HS  Amsterdam, the Netherlands
•  Visit www.afm.nl for more information.
• The European Central Bank, Sonnemannstrasse 20, 60314 Frankfurt am Main, Germany
•  Visit www.ecb.europa.eu for more information.
• The Netherlands Authority for Consumers & Markets, Muzenstraat 41, 2511 WB  The Hague, the Netherlands
•  Visit www.acm.nl for more information.
• The Dutch Data Protection Authority, Bezuidenhoutseweg 30, 2594 AV  The Hague, the Netherlands
•  Visit www.autoriteitpersoonsgegevens.nl for more information.

5 Data processing by Rabobank
1 We may collect and retain additional historical data on your payment transactions and online services for security 

or other reasons, and as input for models. We may also retain historical data on the use of the Internet (such as IP 
addresses), devices (such as your computer or mobile phone), software, or sessions on our systems, including how 
you use devices.

2 This data will be used to improve banking security, to facilitate analyses based on models for our own purposes 
and those of supervisory authorities, to improve the use of the Internet and to tailor our services to your needs.

3 We may ask you for additional information about the hardware and devices you use. This may be information 
about your provider, SIM card, use of apps or location details for your devices or other hardware. We will use 
location details in accordance with the statutory rules on their use only. We may use this additional information to 
prevent, identify or combat fraud. For that purpose, we may share it with other parties, including banks, public or 
private investigation agencies or third parties we engage, in order to make online payments safer.

4 We may, for example, for security reasons, consult public sources, such as public registers, newspapers and the 
Internet, for information on Facebook, LinkedIn or other information we may find through search engines, and we 
can store such information.

5 In carrying out payments, other parties are also sometimes engaged, including processing centres in other 
countries. In doing so, personal data may also be shared with countries outside the European Union. This may 
lead to the transfer of such data to third parties in countries that do not provide the same level of protection for 
personal data as is common in the European Union.

6 The authorities of those countries, be they in or outside the European Union, can investigate such data, both 
during and after their processing. This may, for instance, be done by a supervisory authority or other competent 
body that we must give information on the basis of an agreement or the law, or a supervisory authority that 
requests your data within the framework of an investigation, during or after their processing.

7 Any parties engaged by us may also ask us for your additional data, for instance to be able to comply with their 
laws. We may then ask you for consent to provide data about you.

8 In the event that we do not provide the information referred to above in paragraphs 2 and 3, for instance because 
you do not want this or because we are not allowed to provide such information, this may have consequences for 
the services provided to you. For example, payments cannot be effected (temporarily) or we must terminate the 
agreement with you.

9 In carrying out a payment order, we, as well as other banks, may include a payer’s or payee’s name, address and 
city, to be able to comply with statutory obligations.

6 Personal data
We process your personal data. The privacy statement tells you how we and other group companies handle your 
personal data. You will receive the privacy statement from the provider. The most recent version of the privacy statement 
can be found on www.rabobank.nl. We do not have to inform you of any changes to the privacy statement.

7 Complaints
We have in place a complaints procedure. The Moneycard Service Desk is the first point of contact in relation to your 
complaint. It will tell you how to submit your complaint.

If you are unhappy with how Rabobank has handled your complaint, you may use our online complaints form, available 
on www.rabobank.nl/klachtenservice. This website also contains information about the complaints procedure and the 
applicable terms and conditions.

Or you may send a letter to:
Rabobank Klachtenservice, Antwoordnummer 750, 3500 ZJ  Utrecht, the Netherlands

If you are unhappy with how Rabobank Klachtenservice has handled your complaint, you may lodge your complaint 
with:
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The Financial Services Complaints Institute (KiFiD), Postbus 93257, 2509 AG  The Hague.
Visit www.kifid.nl for information about KiFiD’s complaints procedure.

Sometimes, supervisory authorities also offer the option of notifying them of signals. For this, consult the relevant 
supervisory authority’s website. Our supervisory authorities are listed in Article 4 of this Section.

8 Right to reverse agreement
If you have not visited our offices to conclude the agreement, you may reverse the agreement within 14 days of its 
conclusion. This must be done in writing.

9 Identification and client due diligence
1 If we ask you to do so, you must identify yourself with valid proof of identity. We will let you know what proof we 

need.
2 Under the Dutch Money-Laundering and Terrorist Financing (Prevention) Act, we must investigate you on the 

basis of a client due diligence, as this is called in legislation. If we ask you for information that we need to fulfil 
our obligation to conduct a client due diligence, you must give us such information. In addition, you must give 
us information so that we can fulfil our obligations under sanction and tax laws. These obligations to provide 
information apply in addition to other obligations to provide information that you have in our respect.

3 Upon entering into the agreement and during its term, we may ask you to identify yourself and/or give us 
information in connection with the client due diligence

10 Amending general terms and conditions and/or agreement
1 We may amend the general terms and conditions applicable to the agreement. We will let you know if we do so 

at least two months prior to the amendment taking effect.
2 We may amend these general terms and conditions in the following cases, among others.

• Our services will change, for example as a consequence of recent developments. In the past, for instance, we 
amended the general terms and conditions in connection with the introduction of the Rabo Scanner.

• We will adjust our product range, for example because we wish to remove or add a product. In the past, for 
instance, we amended the general terms and conditions in connection with the introduction of Rabo Kort 
Roodstaan.

• We will discontinue some of our services. In the past, for instance, we amended the general terms and 
conditions in connection with the end of the Chipknip.

• New rules and regulations are about to be implemented, or the current rules and regulations will be amended, 
with such rules and regulations affecting our services to you or the arrangements we must or wish to make 
with you.

• A court has rendered a decision pursuant to which we wish to make new arrangements with you or change 
current arrangements with you.

• We wish to lay down our arrangements with you differently, for example because we believe that the text 
could be drafted more clearly.

• Social or market trends
If we amend these general terms and conditions, we will let you know why.

3 If you do not agree to an amendment, you will have the right to terminate the agreement at no charge. You will 
have accepted the amendment if you have failed to respond before its effective date.

The Dutch text of these General Terms and Conditions for the Rabo Moneycard 2018 was filed with the Registry of the 
Midden-Nederland District Court in Utrecht, the Netherlands, on 3 October 2018 under number 251/2018.


