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PAYMENT SERVICES

Recommendations:

Automating the video identification process

Issuing a qualified electronic certificate to Pls without the need for them

to do soin person

Establishment of a joint banking platform for the exchange of informa-

tion during the account switching process.

Introducing e-bills of exchange for Pls

Amendment of regulations to reduce the volume of documentation in

banking operations.

When it comes to the regulation of payment services,
this year we would like to focus on the amendments to
the Law on Payment Services, which were adopted at the
end of July 2024, came into force in August 2024, and has
been in application since May 2025. The Law on Payment
Services was originally adopted at the end of 2014, and
in the years following its adoption, there was a period of
significant regulatory activity aimed at creating a mod-
ern, advanced, and digitalized system for the provision
of payment services. Among other things, during that
period, the Law on Amendments to the Law on Payment
Services was adopted, along with a comprehensive set
of by-laws

Following a period of stabilization, and in line with ongo-
ing reforms and the modernization of the payment system
in the Republic of Serbia, amendments to the Law on Pay-
ment Services were adopted at the end of July 2024.

These amendments aim to enhance the security, efficiency,
and reliability of payment services, align the domestic legal
framework with European standards—specifically the Pay-
ment Services Directive 2 (PSD2)—and provide additional
protection for users.

Some of the most significant changes include the introduc-
tion of the concept of open banking, which enables greater
integration and interoperability among various payment
service providers. The new law introduces two innovative
services: the initiation of payments from accounts held
at other banks, allowing users to conduct transactions
more easily and quickly, and a comprehensive overview of
account information in one place, which contributes to bet-
ter financial control and management.

Introduced | Significant Certain No

in the WB: progress progress progress
2022 N
2023 V
2023 v
2019 v
2022 v

In addition, the amendments establish prerequisites for
Serbia’s accession to SEPA—the Single Euro Payments
Area—which will further facilitate and accelerate cross-bor-
der payments in euros. On 22 May 2025, the Republic of
Serbia was officially granted approval to join the SEPA sys-
tem by the European Payments Council (EPC). According to
the EPC's timeline, Serbian financial institutions will be able
to join the SEPA system as of November 2025, with the ear-
liest operational readiness date set for May 2026. For the
Serbian banking and financial sector, this accession means
that, as participants in the system (with Serbia becom-
ing the 41st member), financial institutions will be able to
send and receive transfers through various SEPA payment
schemes. This system will enable faster, more efficient, and
more cost-effective cross-border transfers for clients.

The legislative amendments also introduce stricter secu-
rity measures, including strong customer authentication,
which requires the use of at least two out of the following
three elements: knowledge, possession, and inherence.
These changes are expected to significantly enhance the
existing legal framework and enable further development
and modernization of payment services in Serbia.

In addition, for the purpose of implementing the Law on
Payment Services, a comprehensive set of by-laws has been
adopted. The Decision on Technical Standards for Strong Cus-
tomer Authentication and Common and Secure Open Stand-
ards of Communication prescribes the technical standards that
ensure reliable user authentication in electronic transactions,
as wellas common and secure open communication standards
between different systems, thereby ensuring the security and
efficiency of data exchange. The Decision on Special Require-
ments for Credit Transfers and Direct Debits in Euro sets out
the technical, operational, and security requirements for exe-
cuting credit transfers and direct debits in euros, with the aim



of aligning with European regulations and preparing Serbia for
accession to the Single Euro Payments Area (SEPA). Further-
more, certain regulatory provisions concerning payment insti-
tutions and electronic money institutions have been amended
to ensure alignment with the Law on Payment Services.

Considering the above, the purpose of this document is to
analyze the outcomes of previous recommendations and
to propose further actions necessary to improve payment
services in the Republic of Serbia, with a particular focus
on the latest amendments to the Law on Payment Services
and their practical implementation

Regarding last year’s recommendations, the following
improvements have been made:

1. Automation of the video identification process —- With
regard to this recommendation, we note that there has
been no additional regulatory activity aimed at further
automating the video identification process. However,
the adopted amendments to the Law on Payment
Services, along with the relevant by-law and the clear
definition of strong customer authentication, open
the possibility for reconsidering further automation.
Accordingly, it can be stated that once the Decision on
Technical Standards for Strong Customer Authentica-
tion and Common and Secure Open Standards of Com-
munication begins to be applied in practice, a frame-
work will be in place to take a further step in relation
to this recommendation. A detailed proposal will be
presented in the following sections of this document.

2. Issuing certificates for a qualified electronic signa-
ture without the need for the physical presence of
an individual - With regard to this recommendation,
we note that a regulatory framework directly enabling
such a service has not yet been adopted. However, as
previously mentioned, the amendments to the Law on
Payment Services and the Decision on Technical Stand-
ards for Strong Customer Authentication and Common
and Secure Open Standards of Communication repre-
sent the beginning of a process that should ultimately
lead to the fulfillment of this recommendation. We sin-
cerely hope that, soon, the possibility of issuing quali-
fied electronic certificates without requiring the physi-
cal presence of the individual will be considered—both
for the benefit of citizens of the Republic of Serbia and
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for potential foreign investors.

3. Establishment of a joint banking platform for the
exchange of information during the account switching
process — A joint platform for the exchange of informa-
tion between banks in the process of switching payment
accounts has not yet been established, despite the exist-
ence of a regulatory framework that allows for such a pos-
sibility. This recommendation will be considered partially
fulfilled, given that the establishment of such a platform is
possible; however, there is currently no specific requlatory
obligation to do so. Nevertheless, the potential for such a
platform is of great importance to both citizens and the
economy, and it would have a positive impact on compet-
itiveness within the banking sector.

4. Introduction of electronic bill of exchange for individ-
uals - In this regard, as noted in the previous year, we
observe progress, as extensive and final activities are cur-
rently underway for the testing and implementation of
the Central Register of e-Promissory Notes, which is a pre-
requisite for enabling the issuance of e-promissory notes
by private individuals. As previously emphasized, the
National Bank of Serbia has stated that, in the next phase
of development of the Central Register of e-Promissory
Notes, private individuals who do not perform business
activities should also be included as issuers of e-promis-
sory notes. We fully understand the regulator’s need to
first ensure the functionality and quality of the register in
relation to legal entities and entrepreneurs, and that pri-
vate individuals who do not perform business activities
may be included in a subsequent phase of development.

5. Amendments to the regulatory framework aimed at
reducing the volume of documentation in banking
operations — Regarding this topic, it should be noted
that no significant changes have been made toward ful-
filling this recommendation. The adopted amendments
to the Law on Payment Services have not affected this
aspect in any way. Specifically, the number of required
documents has neither been reduced nor increased.

1. Automation of the video identification process

As in previous years, we would once again like to empha-
size the importance of automating the video identification
process in the context of client account opening. While fully
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aware of the associated risks, we firmly believe that such
automation would bring significant benefits to clients. We
sincerely express our appreciation for the progress made in
recent years around video identification, which has greatly
facilitated account opening for both individuals and busi-
nesses. However, we also believe that, following the adop-
tion of amendments to the Law on Payment Services and the
enactment of relevant by-laws, all prerequisites are now in
place to take the next step forward. Namely, although the
current process indeed simplifies account opening, it still
faces a number of technical limitations related to the client’s
environment (e.g., sound, lighting), internet signal strength,
and the client’s understanding of instructions provided
by the agent (e.g., visual presentation of the ID document,
rotation, finger covering, etc.). We believe that these techni-
cal limitations could be overcome through biometric client
identification (e.g., face recognition), which would accelerate
the process without compromising security.

Accordingly, we propose enabling video identification
through various software solutions that would identify clients
using biometric data. To improve the efficiency and security of
the video identification process, we suggest the introduction
of the following technical solutions: biometric authentication
(real-time facial and voice recognition technology, with auto-
matic comparison to the photo in the ID document, thereby
reducing the need for manual verification and speeding up the
identification process); automated document verification (inte-
gration with government databases such as the Ministry of
Interior or the Business Registers Agency to verify the validity
of ID documents and the legal status of individuals at the time
of identification); Al-based behavioral analysis (application of
algorithms to detect suspicious behavior during the video ses-
sion, such as eye movement, facial expressions, or speech pat-
terns, thereby further enhancing process security) etc.

While we support the view that human interaction is some-
times necessary to verify all relevant data, we believe that in
a modern society where technology is advancing rapidly, we
should place greater trust in such solutions. Furthermore, the
amendments to the Law on Payment Services and the Deci-
sion on Technical Standards for Strong Customer Authentica-
tion and Common and Secure Open Standards of Communi-
cation introduce strong customer authentication. Therefore, it
would be useful to consider introducing an additional verifica-
tion layer alongside automated video identification to ensure
full security. We also express our support for any form of pilot
project on this topic, as well as any other proposal that would
further simplify the account opening process (e.g., video iden-

tification conducted by another government authority, with
the possibility for banks to retrieve the data).

2. lIssuance of certificates for qualified electronic signa-
tures without the need for the physical presence of
an individual

In the modern digital environment, the procedure for issuing
a qualified electronic certificate in the Republic of Serbia—
which currently requires the physical presence of the user
at the premises of certification authorities such as the Public
Enterprise ‘Posta Srbije’, the Serbian Chamber of Commerce,
or the Ministry of the Interior—represents a significant obsta-
cle to the broader adoption of electronic signatures and digital
identification. Although this recommendation is not directly
related to the provision of payment services, it has a strong
indirect impact on the efficiency and accessibility of estab-
lishing business relationships with clients, particularly in the
banking sector. The current solution not only slows down dig-
italization but also discourages foreign investors, managers,
and individuals residing outside the territory of Serbia, as they
are required to be physically present solely for the purpose of
collecting the certificate. We believe that this requirement is
one of the key reasons why qualified electronic certificates
have not been fully adopted, despite their importance for
e-business, e-government, and secure communication. Intro-
ducing the possibility of issuing certificates without physical
presence—through video identification and biometric verifi-
cation—would enable faster, more secure, and more accessi-
ble establishment of business relationships, reduce adminis-
trative costs, increase the number of issued certificates, and
stimulate the development of digital services. The techno-
logical framework for such a solution already exists, and the
security standards applied in the EU can be adapted to the
domestic legal system. In the context of the digital transfor-
mation of public administration and the financial sector, such
a change would not merely be a technical improvement, but
a strategic step toward the modernization and inclusiveness
of the electronic identification system. Taking all the above
into account, we propose that the regulatory framework be
amended to allow for the issuance of qualified electronic cer-
tificates without the physical presence of the user, by applying
modern identity verification methods. This would significantly
improve the availability, efficiency, and security of digital ser-
vices in the Republic of Serbia. We consider it of utmostimpor-
tance that regulatory changes enable the issuance of qualified
electronic certificates without requiring the user to physically
visit the premises of the certification authority. In line with cur-
rent trends in digitalization and market needs, we propose



that the certificate issuance process be carried out via video
identification conducted by the certification authority, as well
as through biometric data verification of the user, thereby
ensuring a high level of security and reliability. Additionally,
we propose that the legal recognition of qualified electronic
signatures issued in EU member states be considered, which
would enable cross-border use of electronic identification in
accordance with EU best practices. Although Article 40 of the
Law on Electronic Document, Electronic Identification and
Trust Services in Electronic Business (‘Official Gazette of RS,
No. 94/2017) provides for the possibility of reciprocity with
foreign trust service providers, this possibility is currently lim-
ited to agreements signed by the Republic of Serbia only with
Montenegro and North Macedonia. Such a limitation signifi-
cantly reduces the potential for broader use of qualified elec-
tronic signatures, particularly in the context of international
business and digital service accessibility.

By introducing more flexible and technologically advanced
identification methods, banks—as payment service provid-
ers—would be able to open accounts for clients without the
need for additional video identification, relying instead on the
identification already carried out by the certification author-
ity. Such clients would automatically possess a qualified elec-
tronic signature, enabling them to access all banking products
and services without the need to physically visit a branch. This
would allow for fully digital contracting of products and ser-
vices, significantly improving the availability, efficiency, and
speed of financial service delivery. Such a solution would con-
tribute to the development of e-business, increase the com-
petitiveness of domestic financial institutions, facilitate access
to services for citizens in the diaspora and foreign investors,
and align the domestic regulatory framework with European
standards. We believe that such a change would represent an
important step toward modernizing the electronic identifica-
tion system and would further stimulate the development of
the digital economy in the Republic of Serbia.

3. Establishment of a joint platform for banks to
exchange information during the account switching
process

In an effort to once again express our support for the devel-
opment of a joint platform for the exchange of information
between banks in the process of switching payment accounts,
we emphasize the highly positive experiences that bank cli-
ents have had with the refinancing of loans through the exist-
ing joint banking platform. The system itself functions excep-
tionally well. Based on these positive practical experiences
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and considering the new Law on Payment Services, we con-
sider the establishment of a joint platform for the exchange
of information in the account switching process to be a nec-
essary step toward further digitalization and the enhance-
ment of the user experience. The platform already success-
fully implemented for loan refinancing has proven to be an
extremely effective model of interbank cooperation, facili-
tating communication, accelerating processes, and increas-
ing transparency. Although the account switching procedure
was defined through amendments adopted in 2018, it has
not been implemented in practice to the expected extent.
This clearly indicates the need for an additional technical and
organizational framework that would enable automated,
secure, and reliable data exchange among banks. The current
practice of exchanging information via email reveals several
weaknesses—including inconsistent procedures, difficulties
in tracking requests, and risks of errors and delays. The new
law introduces the concept of open banking, which entails
the mandatory sharing of certain information between banks
and other payment service providers, with the user’s consent,
through secure software solutions.

This legal and technological framework creates the opportu-
nity to establish a joint platform for account switching, which
would enable the simple, fast, and transparent transfer of
information regarding the user, standing orders, direct debits,
and other relevant data. Such a platform would allow users to
switch banks without complications or the need for personal
involvement in the data transfer process, while enabling banks
to operate more efficiently and reduce operational costs.
Moreover, this solution would directly stimulate competition
in the banking sector by lowering barriers for users to switch
from one bank to another, thereby increasing the motivation
of banks to improve their services and offerings. In the context
of fintech development, interoperability, and digital trans-
formation, a joint platform for account switching represents
a logical and necessary step that would further strengthen
the domestic payment system. Ultimately, such a platform
would contribute to greater consumer protection, reduced
risk of errors, faster processes, and increased trust in digital ser-
vices—all of which are fully aligned with the objectives of the
new Law on Payment Services: enhancing competition, trans-
parency, and security in the provision of payment services.

4. Introduction of electronic promissory notes for
individuals

Given that the launch of the Central Register of e-Promissory
Notes for legal entities and entrepreneurs is expected in the
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near future, the authors of this text are of the opinion that
enabling natural persons to issue e-promissory notes would
represent another important step in the comprehensive pro-
cess of digitalizing payment services. Private individuals, as
users of various banking products, are often required to issue
promissory notes when entering into contracts. Additionally,
when loans are granted to legal entities, private individuals—
typically owners—frequently act as guarantors, meaning that
despite the digitalization of the overall process, they are still
required to submit original promissory notes to the bank.

Accordingly, it would be significantly more convenient for
both banks and clients to allow private individuals to issue
electronic promissory notes. This is especially relevant con-
sidering that nearly all banks on the market already utilize
the option of concluding credit agreements remotely, in
accordance with the provisions of the Law on the Protec-
tion of Financial Services Consumers in Distance Contracts.
Furthermore, under the newly adopted Law on the Protec-
tion of Financial Services Consumers, it is stipulated that
a user may sign a remote agreement for an amount up to
RSD 1,200,000, and exceptionally, a remote deposit agree-
ment up to RSD 2,400,000, provided that the service pro-
vider has verified and confirmed the user’s identity using at
least two authentication elements or high-assurance elec-
tronic identification schemes, in accordance with applica-
ble laws and regulations. This effectively increases the risk
in banking operations, as the amount of remote lending
has grown while no collateral is typically provided. Legally
speaking, such agreements are often unsecured, as prom-
issory notes are not even collected from clients. Moreover,
when a contract is concluded remotely, it is not practical
to require the client to visit the bank’s premises solely to
issue a promissory note. Considering that private individu-
als are a significantly more vulnerable category of payment
service users compared to legal entities and entrepreneurs,
and that they require additional protection, we believe that
a compromise solution tailored to private individuals is the
most appropriate approach.

Itis true that the function of the Central Register of e-Prom-
issory Notes is to enable the enforcement of promissory
notes without the need to submit a motion for enforce-
ment to the competent court. However, it is indisputable
that allowing this mechanism to apply to private individu-
als at this stage would expose them to an increased risk of
forced collection. Therefore, we propose that private indi-
viduals be allowed to issue e-promissory notes through the
Central Register, but without the possibility for creditors

to activate them without submitting a motion for enforce-
ment to the competent court. Such e-promissory notes
could only be enforced upon submission of a motion for
enforcement and confirmation by the Central Register that
the note has been issued and registered. We believe that
the proposed regulatory framework for e-promissory notes
issued by natural persons would facilitate access to credit
and other banking products without exposing individuals
to the risk of enforcement outside of a court decision, while
also simplifying the process of concluding credit agree-
ments with legal entities.

5. Amendments of regulations to reduce the volume of
documentation in banking operations

We would once again like to draw the regulator’s attention
to the need to relieve banking operations—particularly in
the area of account opening documentation—of unnec-
essary bureaucracy, which not only fails to contribute to
legal certainty but, on the contrary, often discourages cli-
ents from reading the information that is truly important to
them due to the excessive volume of documents. Banking
operations are already burdened with many documents,
which poses a significant challenge for clients who fre-
quently struggle to identify which information is essential.
Practice shows that clients often express dissatisfaction
with the extensive documentation they receive during
the pre-contractual and contractual phases of opening a
current account. To ensure client protection and full trans-
parency, it would be both desirable and more efficient to
reduce the number of documents provided, thereby ena-
bling clearer and more concise communication with cli-
ents. Within this recommendation, we once again empha-
size the need to reconsider the volume of documentation
delivered to clients during the account opening process.

We propose that regulatory amendments be introduced to
rationalize the scope of documentation provided to clients
when opening a current account, with the aim of improv-
ing legal clarity, procedural efficiency, and consumer pro-
tection. We believe that the obligation to deliver a separate
offer is redundant, as the delivery of a draft agreement,
General Terms and Conditions, and the Price List already
satisfies the legal standard of an offer under the Law on
Obligations. Such a solution would simplify the process
without compromising clients’ rights. Additionally, we pro-
pose that the document titled ‘Overview of Services and
Fees’ be replaced with a unified informational document
containing aggregate monthly fees for a set of the 5 to 10



most used services, as defined by the National Bank of Ser-
bia. This document would be made available on the NBS
website, and banks would be required to provide it to cli-
ents during the pre-contractual phase. This would ensure
transparency, comparability of offers, and genuine client
awareness, in line with the regulator’s objectives. Although
banks offer various account packages, modern technolo-
gies allow applications to automatically identify the most
favorable package for the client based on a predefined set
of services. This approach not only simplifies the process
but also empowers clients to make informed decisions
while reducing the administrative burden on banks. The
introduction of these changes would align with European
practices and contribute to greater legal certainty, accessi-
bility, and efficiency in the provision of payment services.

Finally, we once again emphasize that it would be highly
beneficial to establish a working group comprising repre-
sentatives of the National Bank of Serbia and commercial
banks. Through joint discussion and analysis, this working
group could review the entire account opening process
and consider potential regulatory changes regarding the
volume of documentation provided to clients.

6. Amendment of Article 9, Paragraph 2 of the Law on
Interbank Fees and Special Rules of Business for Pay-
ment Transactions Based on Payment Cards concern-
ing the existence of a specific client request

This is a recommendation we have made in previous years,
and last year it was included as part of the broader recom-
mendation concerning the reduction of documentation in
banking operations. However, practice has shown that it
deserves to be highlighted once again as a separate recom-
mendation. Specifically, this provision is a clear example of
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unnecessary bureaucracy, the sole purpose of which is to
generate an additional document—namely, a specific writ-
ten request from the client. We propose amending the Law
on Interbank Fees and Special Rules of Business Conduct
for Payment Card-Based Transactions so that the issuance
of cards for which the processing, clearing, and settlement
of payment orders in domestic transactions are not carried
out within the Republic of Serbia is no longer conditioned
upon a prior specific request from the payment service
user. The authors of this text fully recognize the importance
of Article 9, Paragraph 2 of the Law. However, we once
again propose that part of the provision stating that such
a card may only be issued upon a specific written request
from the user be deleted.

The proposed wording of Article 9, Paragraph 2 is as follows:

“A payment card that may be used to initiate payment
transactions from a current account, and for which the
operations referred to in Paragraph 1 of this Article are
not carried out within the Republic of Serbia in domestic
payment transactions, may be issued only if the user has
already been issued, or is simultaneously being issued,
a payment card referred to in Paragraph 1 of this Article
for initiating payment transactions from the same current
account.”

The proposed amendment in no way undermines the pur-
pose or intent of the original provision. On the contrary, by
eliminating the requirement for a specific written request,
it reduces unnecessary administrative burdens on banks,
which are currently required to prepare and obtain addi-
tional documentation for issuing payment cards that cli-
ents need to conduct transactions at physical or online
points of sale abroad.

Automating the video identification process

Issuing a qualified electronic certificate to Pls without the need for them to do so in person

Establishment of a joint banking platform for the exchange of information during the account switching process.

Introducing e-bills of exchange for Pls
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