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R E P O R T 

on the Operations of the Ombudsman for the Banking System of Republika Srpska 
for the period January 1 – December 31, 2014 

 
 

1. Introduction  

1. In the Law on Banking Agency of Republika Srpska (“Official Gazette of RS” No. 59/13), the 
main tasks of the Ombudsman for the banking system of Republika Srpska (hereinafter: 
Ombudsman) are envisaged as follows:  

 
- providing information on the rights and obligations of users and providers of financial 

services, 

- reviewing complaints submitted by the users of financial services and providing answers, 
recommendations and opinions, and proposing measures for complaints resolution, 

- mediation in the peaceful resolution of disputes between the users of financial services 
and financial organizations of the banking system of Republika Srpska, 

- monitoring and recommending activities to improve the relationship between the users of 
financial services and financial organizations of the banking system of Republika 
Srpska, 

- examination of activities at the financial market in order to protect the rights of users of 
financial services, 

- providing guidelines or recommendations related to the separate standard conditions or 
activities for the implementation of good business practices in the operations of financial 
organizations of the RS banking system, 

- proposals to the Management Board of the Banking Agency of RS related to the passing 
of acts in the area of the protection of rights of users of financial services, 

- cooperation with other competent authorities and performing other activities and 
operations in the area of protection of rights of users of financial services. 

 
Since the establishment of activities and operations of the Ombudsman’s organizational unit, 
including the observed reporting period, and within the limits of available capabilities and 
established material and administrative conditions, the tasks determined by the Law on Banking 
Agency of Republika Srpska and tasks necessary for the execution of procedures prescribed by 
the Rules on acting of the Ombudsman for the Banking System of Republika Srpska under 
notices or complaints of users of financial services, are being conducted (“Official Gazette of 
RS” No. 111/11), as well as the part of tasks allocated to the Banking Agency of Republika 
Srpska (hereinafter: BARS) as an organization with public authorities, in cooperation with its 
other organizational units. 
In terms of premises for operating, a separate workspace for the reception and consulting of 
parties has been previously provided, and thus at the same time, the conditions for meetings 
regarding the mediation between the users of financial services and financial organizations of the 
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banking system of Republika Srpska have been created, which furthermore enables the 
realization of and compliance with the prescribed principle of confidentiality, volunteerism and 
efficiency  in the mediation procedures.  
Within the domain of internal organization and the reporting period, the organizational structure 
includes two executants - the person who performs main operations and manages the 
Ombudsman’s organizational unit, and another person – expert associate. In the course of the 
same period, training of one trainee in the length of one month has been performed, where the 
trainee performed the tasks within the Legal Affairs Sector. 
 
1. Complaints, queries and other statements of the financial service users 
 
1.1. Complaints resolving 

 
In the period from 1 January to 31 December 2014, the Ombudsman’s organizational unit has 
received 86 complaints and notices anent the incurred disputes and other legal affairs regarding a 
disputed subject matter or a general request to discuss certain questions in individual relations 
among the users and providers of financial services, and related to the operations of financial 
organizations of the banking system of Republika Srpska. Out of the procedures currently being 
processed in this organizational unit, 16 complaints, i.e. notices are being processed at the 
various levels of proceedings. 
 
Out of 96 concluded proceedings under the complaints and notices of the financial service users, 
including 31 proceedings initiated in 2013, in the course of the reporting period: 
 
20 well-founded users’ complaints were resolved in favor of the users 
 
28 ill-founded complaints 
 
2 well-founded complaints – 1 financial organization did not accept the user’s preposition for 
mediation in the peaceful dispute resolution and 1 financial organization did not provide any 
statement 
 
3 complaints – withdrawal of the complaint at the request of the submitter 
 
2 well-founded complaints – mediation settlement has been reached between the user and 
provider of financial services  
 
41 complaints – argued answers were given to the users with the instructions related to the 
application of relevant material and procedural legislation in individual matters and necessary 
further procedures (12 complaints were forwarded to another authorized institution, namely the 
Banking Agency of Federation of Bosnia and Herzegovina for further processing, bearing in 
mind actions arisen, possible jurisdiction or the assignment of competent authority or persons 
with public authority, while 1 complaint together with the documentation was forwarded to the 
competent judicial authorities). 
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a) Number of queries per providers of financial services 

Providers of financial services     Number of queries 
 
Banks             77   (80%)  
Microcredit Organizations          13   (18%) 
Leasing Providers             0   (0%) 
Saving-Credit Organizations            0   (0%) 
Other                2   (2%) 
 
TOTAL             96 (100%)  

 
 

b) Number of queries per types of financial services 

Types of financial services     Number of queries and percentage 
 
Loans          64 (67%) 
Deposit operations          3 (3%) 
Payment transactions                    12 (13%) 
Electronic payment instruments                    9 (9%) 
Other             8 (8%) 
 
TOTAL           96 (100%) 
 
Table 1. 
 

Queries per providers of financial services 
 

 2012 2013 2014 
Banks 128 151 77 
Microcredit organizations 11 13 17 
Leasing providers    
Saving-credit organizations    
Other  2 2 
Total 139 166 96 

 
Queries per types of financial services 

 
 2012 2013 2014 
Loans 97 116 64 
Deposit operations 6 2 3 
Payment transactions 9 19 12 

Electronic payment 
instruments 

13 11 9 

Other 14 12 8 
Total 139 166 96 

 



 

Table 2. 
 
 

 
Graph 1 
a) Loan operations. Out of the total number of resolved complaints, as shown in Graph 1, in the 
previous year, the largest number of complaints and notices of financial service users was related 
to loan operations.  
In the observed period, a significant decrease in the number
complaints related to disputes regarding 
nominal interest rate variability
changing negotiated interest rates during the contractual relation, i.e. repayment of individual 
loans was recorded. In the observed period, 11 complaints were submitted regarding the above 
mentioned issues, which is twice the decrease compared to 2012 when 34 complaints wer
submitted and 2013 when 30 complaints of such type were submitted, which also decreased the 
share of such complaints in the total number of all complaints related to loan operations.
Additionally, all complaints of such
individual loan operations and their execution
Banks of Republika Srpska (“Official Gazette of RS” No. 116/11) 
covered by the general obligation rules.
were related to the operations of two banks from Republika Srpska and 3 banks with the head 
office in the Federation of Bosnia and Herzegovina. In addition, complaints were related only to 
a part of previously established modalities of contracting and practice in calculating the interest 
rate on loans, since it is related to the operations of the same banks, while in the course of the 
reporting period, there were no complaints regarding the calculation of 
rates, exclusively in the cases of increase in values 
EURIBOR or LIBOR, and with indefinable possibility of the increase in the amount of interest 
and complaints regarding the non
elements determined only in the absolute amount, which was also the subject of previous users’ 
complaints. Although some users initiated the appropriate court proceedings in terms of 
protection of legal interests, and on such basis a large number of final court decisions has been 
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Out of the total number of resolved complaints, as shown in Graph 1, in the 
previous year, the largest number of complaints and notices of financial service users was related 

of financial service users’ 
of contractual clauses on 

of financial organizations in calculating and 
interest rates during the contractual relation, i.e. repayment of individual 
In the observed period, 11 complaints were submitted regarding the above 

mentioned issues, which is twice the decrease compared to 2012 when 34 complaints were 
submitted and 2013 when 30 complaints of such type were submitted, which also decreased the 
share of such complaints in the total number of all complaints related to loan operations. 

the period of conclusion of 
Amendments to the Law on 
coming into force, which is 

Complaints regarding such type of disputes in 2014, 
were related to the operations of two banks from Republika Srpska and 3 banks with the head 
office in the Federation of Bosnia and Herzegovina. In addition, complaints were related only to 
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EURIBOR or LIBOR, and with indefinable possibility of the increase in the amount of interest 
of legal proceedings on non-variability of contract 

elements determined only in the absolute amount, which was also the subject of previous users’ 
Although some users initiated the appropriate court proceedings in terms of 

nterests, and on such basis a large number of final court decisions has been 
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adopted in favor of loan users, and a substantial court practice has been formed before all judicial 
instances, it is still evident, as indicated in previous reports, the commitment of financial 
institutions that such issues be discussed in court proceedings.  
In the proceedings regarding the disputes in terms of loan operations, often the subject of 
complaint or notice was related to the question of occurrence and adequacy of subsequent 
claims of financial organizations to the users in cases after the debt has been repaid. In the 
course of the reporting period, 10 complaints regarding the above described issue have been 
submitted, and as frequent reasons for their occurrence the users stated the determination of the 
amount of outstanding debt per loan by a financial institution which is not a creditor according to 
the existing contractual relations. Such dispute, as a rule, occurred when a financial institution by 
looking into the Central Credit Registry, or saying in person to the user stated an incorrect 
amount of the outstanding debt per loan, and in individual cases when user’s employer seized a 
part of user’s salary, as well as an incorrect application of legal provisions in terms of the 
sequence calculation of fulfillment, and provisions on the obligation of accounting recognition of 
unrealized profit in a certain manner, in the period before the same were repealed by means of 
Agency by-laws. 
In other conducted proceedings regarding the disputes belonging to a group of loan operations, 
the subject of complaint or notice was often related to various issues: 

- the usage of issued consents for the seizure of a portion of a salary and a direct payment to a 
creditor after the termination of credit operations, without determining the compensation for 
the damage occurred. Also, the portion of issued consents is used in the prescribed 
enforcement proceedings, and in some individual proceedings, the earlier practice has been 
recognized, i.e. that such consents are used as a method of fulfilling the existing obligations 
from the loan, which we, from the viewpoint of the purpose and function of such consent, 
defined by the provisions of the Law on Enforcement Proceedings (“Official Gazette of 
Republika Srpska” No. 59/03, 85/03, 64/05, 118/07 and 29/10) for enforced collection of 
receivables based on the writ of execution and credible documentation, have assessed as the 
practice that should not be implemented. 

- disputable inclusion of users in classification of assets items into a specific category. In the 
observed period, 10 submitted complaints were related to the described dispute, individually 
or as a consequence of another primary dispute. 

- regularity of calculation of default interest, whether it is an individual dispute or a 
consequence of another primary dispute, 

- lack of will or misunderstanding when concluding loan operations, 
- conferring a security interest to the person who repays negotiated obligations towards 

financial organization, 
- financial organizations refuse to inform or deliver to the user or guarantor information or 

certain documentation related to a certain legal affair, which they need in order to achieve 
their rights and interests. Although with our participation, a part of such complaints has been 
resolved unless the employer already participates in a court proceedings when such is the 
obligation upon the request from court, the occurrence of such complaints is an opposite 
trend in comparison to 2013, although we were of the opinion that this will no longer be the 
case, especially since a special attention has been drawn to financial organizations that 
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according to the existing regulations, along with the protection of personal information 
according to special regulations, they are obliged to, along with a written consent of 
participants in such relations, inform the same about the information collected in the 
procedure of creditworthiness before the conclusion of loan contract. 

Despite the growth of non-performing loans, in comparison to 2013, in the observed period, the 
absence of requests of loan users in terms of rescheduling, restructuring or introduction of delays 
in fulfillment of occurred obligations toward financial organization has been recorded in the 
work of our organizational unit. Our conclusion is that, regardless of the fact that the reasons for 
the above, as a rule, are deterioration in users’ quality of life, in the majority of cases credit and 
legal operations have been terminated and measures have been taken in the court proceedings in 
terms of enforced collection, while on the other hand, we have cases of inability to fulfill 
obligations due to natural disasters that happened in Republika Srpska in the previous year, 
where measures have been taken by financial institutions upon users’ requests for restructuring 
which is additionally regulated by specific Agency by-laws. 

Starting from the manner of execution of our main tasks, which includes the mediation between 
users and providers of financial services with the aim to peacefully resolve disputes, respecting 
the principles of neutrality and volunteer character of participation in such procedures, in the 
reporting period, the decrease by 45% in total number of complaints and notices of financial 
service users related to loan operations is evident, as indicated in Graph 1.  

In terms of well-founded complaints, there is still a significant level of positively resolved 
disputes in favor of users, however from the perspective of individual cases, it takes a longer 
time to discuss such issues, while the number of complaints where judicial authority procedures 
are pending or necessary has been increased. In terms of the above, we constantly promote the 
requirements regarding the plan of accepting the legal or business argumentation by financial 
organizations. Regarding the issues of the position of users as defendants in court enforcement 
procedure, explanations in terms of rights and obligations in such procedure are given. Special 
explanations are given regarding the rights of users in the procedures of investigating the 
grounds for suspicion stated in the objections by judicial authorities, especially due to the fact 
that a large number of users mistakenly believes that in such procedures too, which represent a 
public interest, they are obliged to compensate certain costs.  

b) Deposit operations. In 2014, 3 complaints related to the deposit operations were submitted. 2 
complaints were related to the operations of the same bank where the subject of complaint was 
the irregularities while performing pay outs for the purpose of transfer and account management 
for saving deposits. For one procedure, the information on the findings was submitted to the 
competent Prosecutor’s Office, while in the second procedure the user informed the 
organizational unit that pre-trial proceedings is in the process before the competent judicial 
authority, which requested that documentation gathered by us in the course of conducted 
procedure must be delivered to them, noting that the same bank made no statement upon the 
Agency’s request to do so. One complaint regarding the account management for saving deposits 
was ill-founded. Although the above represents banking operations with the lowest number of 
disputes, given the subject matter of individual procedures, we have again confirmed that 
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inadequate application of regulations regarding the issuance and use of payment orders and 
transfer conducted by bank officers is still present, which may result in unlawful activities at the 
expense of users, and due to the deficiencies in terms of internal bank controls, there is a 
possibility that unlawful activities of individual saving deposit operations will be carried out as 
such for a longer period of time.  
 
c) Payment transactions. The largest number of complaints regarding the payment transactions 
was related to the irregularities in terms of management and recording of balance and payouts at 
different user accounts and disputed subsequent bank receivables after a certain debt has been 
repaid and a legal business related to the account opening and management has been terminated. 
In this year too, one part of complaints was related to the adequacy of users’ classification when 
classifying assets items into a certain category in terms of Agency’s by-laws, due to which a 
certain degree of non-expediency in the application of the Decision on central credit registry of 
legal and natural persons in Bosnia and Herzegovina (“Official Gazette of Bosnia and 
Herzegovina” number 92/11) by financial organizations is evident. This is due to the registration 
of receivables which are in terms of absolute amount of low value; however, such receivables 
and their registration in the central credit registry, in terms of the effects and limitations they 
represent to the users, are the same as receivables of a higher value.  
In the course of the reporting year, 1 procedure related to the change of the type of fee charged 
for the operations of international payment transactions which led to the increase of service price 
was conducted.  Other disputes occurred due to the assignment of bank receivables based on the 
current account management, incorrect calculation for the use of allowed overdrafts, and 
calculation of fees for additional services which have not been negotiated.  
 
d) Electronic payment instruments. In contrast to the previous reporting year, a positive 
conclusion is that in the observed period there were no users’ complaints related to the non-
functioning of ATMs implemented by the issuers of electronic payment instruments, as well as 
the complaints related to the misuse of electronic payment instruments, which we consider as 
very important in terms of certain responsibilities of the issuers of electronic payment 
instruments for significant amounts of unapproved transactions according to objective criteria, 
which is, as we pointed out, in our legislation an exception, and is prescribed rule according to 
which the burden of proving the regularity of cash transactions is on the issuer. Additionally, in 
contrast to previous period, in the conducted procedures there were no cases, like before, of non-
existence of a written contract, which the user and issuer of electronic payment instruments are 
obliged to conclude, in accordance with the Law on Banks of Republika Srpska (“Official 
Gazette of RS” number 44/03, 74/04, 116/11, 5/12 and 59/13), and from the previous period in 
accordance with the Law on protection of consumers of Bosnia and Herzegovina (“Official 
Gazette of Bosnia and Herzegovina” number 25/06) and the Law on protection of consumers of 
Republika Srpska (“Official Gazette of RS” number 6/12), which indicates the compliance with 
prescribed obligation for this part of financial service provision, and in any case, represents an 
aspect of improvement in quality of financial service provision. 
In the observed period, the largest number of complaints was related to the disputes of legal 
character regarding the use of such instruments and collection of financial organization 
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receivables arising from the same basis: the increase of allowed limit for the use of user’s 
payment card without the knowledge of the guarantor, disputes related to the termination of the 
contract and regularity of the procedure for the collection of receivables occurred. 1 complaint 
related to the return of cash in case when the transaction was charged twice was resolved in favor 
of the user. In relation to the above mentioned, we consider that it is important to note that 
almost all complaints submitted, regardless of the variety in the dispute subject, were related to 
the operations of one bank from Republika Srpska.   
  
Other complaints. In cases of other complaints, the subject of disputes was still mostly related 
to the issues part of the court enforcement proceedings for the purpose of forced execution of 
financial organization receivables, in terms of the Law on Enforcement Proceedings (“Official 
Gazette of RS” number 59/03, 85/03, 64/05, 118/07, 29/10 and 57/12), initiated and processed in 
relation to loan operations of users, i.e. persons who guaranteed the fulfillment of obligations 
assumed. As we already indicated, in a formal sense, the Agency, i.e. the Ombudsman has no 
authority to act in terms of subjects of complaints, however the users were given explained 
answers and statements related to the rights and obligations of users appearing as parties in the 
enforcement proceedings. The most frequent issues, which will be subject of discussions within 
juridical institutions, are related to the lack of undertaking of such measures against the assets of 
a main debtor, which is a consequence of exclusive negotiation of joint and several liability in 
loan and other operations, as well as the content of financial organization suggestions for the 
enforcement; further separate proceedings against debtors and guarantors although with the same 
or almost the same legal and factual basis, although the issues are main or secondary obligations, 
(non)delivering of the decisions on execution or other decisions and summons in the 
enforcement procedure. Numerous disputes in civil proceedings are processed due to the 
disputing of the amount of receivables of financial organizations as requesters of the 
enforcement, which is a result of miscalculated default interest and cost. We are of the opinion 
that in relation to such complaints, a small number of users is familiar with the fact that, in the 
course of enforcement proceedings, the case merits existence, validity or character of receivables  
are not being discussed, and as a consequence such discussions the court defers to the lawsuit.  
In this reporting period too, it can be stated that the activities of financial organizations related to 
the notice of co-contractor who is in delay have been intensified, and in connection to that the 
number of complaints related to the amount of fees for issuance of written notices has been 
increased, which also includes the validity of calculation of such users’ debts made by financial 
organization, from which it can be again concluded that the organizations of the banking system 
make profit on such basis, although except the disputable legal aspects of such activity, in our 
opinion, according to the objective criteria the real generated expenses are not as high as the 
amounts of calculated fees, while the number of complaints related to the unjustified measures 
undertaken against debtors which include frequent phone calls directed to the debtors has been 
decreased. 
In the course of the reporting period, in terms of the bill of exchange issues, the following has 
been noted, within the examination of individual activities, primarily in relation to the structure 
of financial organization b/e receivables in disputable amounts and initiation of enforcement 
proceedings based on such authentic documentation, the number of such complaints has been 
decreased. 
In comparison to 2013, in this reporting period, 1 complaint has been submitted related to the 
activities of the Republic of Srpska Investment-Development Bank (IRBRS) a.d. Banja Luka in 
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relation to the payment of default interests, after the negotiated obligations have been fulfilled, 
resulting from the breach of apartment repurchase contract, concluded by citizens with 
Republika Srpska Housing Fund. Although, due to our lack of authority regarding such issue, we 
have no knowledge regarding the resolution manner of these issues, we can assume that the 
reasons for the above are decrease in irregularities when calculating the amount of such interest 
by this institution, as well as the occurrence of obsolescence period for many cases.  
In the course of the reporting period, 2 mediation procedures were conducted between the user 
and provider of financial services, which were resolved by an agreement on the resolution of 
dispute upon user’s complaint. 
 
Complaints of persons who personally ensure the fulfillment of obligations. In 2014, the 
largest number of complaints of such persons was related to the irregularities in the procedures 
of loan approval by the financial organizations and determining responsibilities for possible 
deficiencies and malpractice, the conditions for loan approval concerning the credit status of both 
loan user and guarantor in terms of obligations fulfillment, signature validity and documentation 
collected for the purpose of loan approval procedure, the validity of the receivables themselves 
and activities undertaken in the procedure of their enforced collection, inclusion of such persons 
when classifying assets items in a certain category for the purpose of the main debtor registration  
in the Central Credit Registry and failing to notice the guarantor regarding the delay of the main 
debtor.  
Here, it should also be noted that in a certain number of cases, such complaints’ basis indicates 
the illicit acting of certain persons at the financial organizations, therefore, starting from their 
nature and characteristics set forth, the users are informed, by means of explained answers, and 
are referred to other prescribed procedures and authorized judicial institutions for the purpose of 
determining the existence of certain facts or responsibilities, primarily because of legal issues, 
since it is necessary to conduct a prescribed procedure in order to pass decisions for eventual 
determination of legally envisaged basis of responsibilities of legal entities. Based on the 
statements made by persons acting as parties in the enforcement proceedings, individual courts, 
which we consider as incorrect, in practice determine enforcement measures against guarantors 
although there is no concrete and concluded business operations in relation to the guarantee per 
loan, which we have explained as relevant, since the guarantee contract is according to the law 
prescribed as a formal contract where a written form is an important part of the contract. 
Frequently, the subject matter of discussions in civil proceedings is disputing the volume of 
receivables of financial organization, as a requester of enforcement, by the guarantor of the main 
debtor, since the financial organization is unable to prove that it has informed the guarantor 
about the delay in payment of the main debtor, which is in individual cases, from the legal point 
of view, relevant.    
By reviewing all processed information on complaints, it is evident that the number of all types 
of complaints decreased significantly, especially in relation to loan operations, and thus the total 
number of disputes of material nature has also decreased. Hence, along with the continuation of 
cooperation with the users and providers of financial services, it is evident that by the 
amendments of the Law on Banks of Republika Srpska, additionally in comparison to general 
contractual norms, in the domain of financial service usage by natural persons, the negotiating 
which favors financial organizations, like it was the case in previous period, has been prevented.  
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been noted. According to the statements made by users and other persons who have contacted us 
for the purpose of obtaining necessary answers, opinions or explanations, the execution of 
informing tasks helps them to more accurately and fully understand their rights and obligations 
while at the same time respecting them in the process of decision making in financial service 
usage. At the same time, the broader promotion of key rights, obligations and institutions was 
conducted, therefore, in that sense, as seen in the graph 2, the positive trend of decrease of 
number of users and other persons who contacted us for the purpose of obtaining necessary 
answers regarding such institutions has been continued. However, this reporting period was still 
continually labeled with a low level of awareness and knowledge, among the majority of users of 
financial services, on the rights and obligations formed due to entering into contractual relations 
with financial organizations or by issuing certain documents, thus, the planned activities for the 
improvement of financial education of users are undertaken within the Agency.  

3. Improvement of regulatory framework 

The Ombudsman for the banking system of Republika Srpska participates and performs tasks as 
a member of the Ministry of Finance of Republika Srpska working group for the draft and 
suggestions for the future Law on Banks of Republika Srpska, and in cooperation with other 
Agency’s organizational units, our organizational unit participated in the preparation of the 
Decision on temporary measures for loan obligations of clients affected by natural disasters.  
 

4. Education 

In March 2014, the Ombudsman participated in a two-day educational program of the Economic 
School, part of the Secondary School Centre “Ljubiša Mladenović” in Banja Luka and in 
workshops “Step towards financial education”, and in expert debate with the purpose of 
commemorating the World Day of Consumers, organized by this Centre with the aim to make 
contributions in informing and raising awareness of youth population regarding their consumer 
rights, understandings regarding the importance of informing when making decisions about the 
choice of offers of service providers and improvement in achieving consumer rights when 
choosing the manner of resolving personal or other people’s financial problems.  
 
In cooperation with the International Financial Corporation (IFC) in Bosnia and Herzegovina, 
the Ombudsman participated in a two-day seminar – workshop “Training on counseling for 
citizens’ over-indebtedness”  for people employed in local governments and services for free 
legal assistance, organized by the IFC and held in Teslić in May 2014, where the Ombudsman 
presented the results of organizational unit operations in the previous period and most frequent 
practices of financial organizations and current issues from this area. 
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On September 25 and 26, 2014 the employees participated at the 6th Congress of Lawyers of 
Europe and Mediterranean under the topic “Justice and Economic Growth” in Belgrade, Serbia, 
held under the auspices of the Ministry of Justice of Republic of Serbia, and organized by the 
Foundation for Continental Law, Faculty of Law of the University of Belgrade, Judicial 
Academy of Belgrade and French Embassy in Serbia, as an event of great importance where the 
lectures and workshops were held by the members of the highest European judicial institutions, 
with a special emphasis on the role of law in ensuring the economic growth in the Euro-zone and 
other regions after the onset of the global financial crisis.   
 
5. Cooperation activities with other organizations in order to improve the framework of 

protection of users of financial services 
 

5.1. As a member of the International Network of Financial Services Ombudsman Schemes, at 
the invitation of this organization, explained answers in relation to the normative resolutions 
of certain issues in Republika Srpska were sent, where such answers were requested by the 
Ombudsmen for the financial system of Taiwan and New Zealand, as well as suggestions 
regarding the resolutions for the amendments of the statute of this organization in relation to 
the membership in the management body of INFO.  Also, the Report of Ombudsman for the 
banking system of Republika Srpska for 2013 has been downloaded and published in the 
October issue of the INFO network newsletter. INFO network brings together ombudsmen in 
the area of financial services from 40 countries and other authorities and structures, and was 
founded with the goal to improve all types of expertise and mechanisms of out-of-court 
settlements between the users and providers of financial services.  

5.2. The Ombudsman has two times participated in the several-day working meeting with the 
International Monetary Fund Mission within the framework of providing technical assistance 
in drafting the new Law on Banks of Republika Srpska.  

5.3. Within the reporting period, the Ombudsman participated three times at the meetings with 
the representatives of the International Monetary Fund and the World Bank where he 
provided explanations on the issues of consumer protection, all part of the Financial Sector 
Assessment Program – FSAP. 

5.4. A one-day long working meeting with the Ombudsman of the Banking Agency of the 
Federation of Bosnia and Herzegovina and representatives of the Banking Agency of the 
Federation of Bosnia and Herzegovina was held, where resolutions in regards to the 
regulations governing the acting of the Ombudsman for the banking system were explained, 
and the representatives of this Agency were informed on the manner of performing main 
tasks and the most important issues in terms of functioning.  

5.5. In May 2014, the Ombudsman made a guest appearance in a hour long radio show on the 
Radio Station of Republika Srpska which was dedicated to the issues subject of disputes 
between the users and providers of financial services, and at the request of various media, 
answers regarding the issues related to the protection of users of financial services were 
given numerous times.  
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Conclusion 
 
a) Throughout the experience and practice in the hitherto work of the Ombudsman’s 
organizational unit, the execution of function of protection of rights of financial service users in 
Republika Srpska, which due to the nature of disputes arise from factual situations, and due to 
separate legal regulation of issues which are subject of disputes in the period before the 
implementation of the Law on Amendments to the Law on Banks of Republika Srpska, imposes 
complex issues in the proceedings in comparison to the previous period, and the effects are 
evident in terms of saving of material, personal and other public and private resources which is 
achieved through an alternative out-of-court dispute settlements, harmonization of opinions and 
in an amicable manner.  
 

b) In the reporting period, a total decrease was noted in the number of complaints regarding the 
practice of providers of financial services in calculating fees for loan prepayment (1 complaint 
was submitted by a user and was resolved), and intensification of all activities regarding 
informing of users on the changes of conditions for financial service usage. Also, a significant 
decrease in the number of procedures where the users withdrawn from further proceedings upon 
complaint is evident, which indicates a higher degree of knowledge the users acquired in terms 
of rules on complaint proceedings.  

As indicated before, in the reporting period, we can still note the decrease of number of 
complaints upon the subjects which, in the period prior to the amendments to the Law on Banks 
of Republika Srpska from the year 2011, were majorly the subject of disputes, and regarding the 
application of new regulation the procedures are conducted and recommendations are being 
issued to the banks from the Federation of Bosnia and Herzegovina operating in Republika 
Srpska. Regarding an inadequate application of the regulation after the deadlines for alignment 
had passed, in the reporting year, only a few complaints were submitted, majorly related to the       
informing of a user on the balance of credit debt per balance statement, inadequate informing on 
the changes in interest rate when extending the contract on the deposit for savings and respecting 
the content of an information sheet for a certain product, noting that the well-founded submitted 
complaints were positively resolved, which indicates that the performed amendment of 
regulation, with regard to the established detailed regulation of financial organization operations 
in providing financial services, produces good effects. 1 complaint related to the fee for loan 
prepayment was positively resolved since it was well-founded.    

c) The procedures conducted as per individual complaints and queries of financial service users 
still point out to insufficient knowledge and awareness of users, and as earlier indicated there is 
still need for the improvement in the work of financial organizations’ employees, who directly 
communicate with the users, especially in separate organizational units. In the hitherto work on 
discussing the complaints and notices of users, the cooperation with providers of financial 
services is constantly improving, and recommendations are directed to the resolution of disputes 
in the most efficient manner along with the argumentation for expediency in accepting the 
objectively possible solutions, to a great extent by means of extraordinary direct contacts. Our 
assessment is that, due to previous work and regulation amendments, the complexity of subjects 
of dispute is expended, which has an impact on the operations of the parts of financial 
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organizations in charge of complaint resolution, and that the organizations of the banking system 
maintain the activities for the purpose of improving the transparency and quality of their services 
and improving the relationship with users, although in that sense, there is still room for further 
improvement, while on the other hand a part of users inadequately accepts the institutes included 
in regulations for the purpose of improving consumer protection. For the efficiency of the 
organizational unit of Ombudsman and achieving objectives regarding the consumer protection it 
is of high importance that the well-founded complaints, positively resolved in favor of users, in 
general, were already resolved in the so – called phase of previous procedure, without the need to 
conduct formal procedure of mediation, which represents one of the main goals of the work of 
this organizational unit.    


