1. How can | check which operating system am | using?

- Click on the “Start” button on your computer. Right-click on the “Computer” icon.
Click "Properties." The exact version of your Windows operating system is displayed
in the System window that appears (ex. Windows 7). You can also check whether
you are running a 64-bit or 32-bit version of Windows. If it is not specified it means
that it is 32 -bit.

2. While signing an order the e-banking appeared the error "An error has occurred. You are
trying to sign the order with invalid certificates or the browser is not Internet Explorer ".

- To overcome this problem please do the following checks:

1. Do you use Internet Explorer. Payments through e-banking can be realized only
through the browser Internet Explorer.

2. The bit-version of Internet Explorer; you need to use 32- bit Internet explorer

3. Add pcb.com.mk in Compatibility View List

4. Add https://ebank.pcb.com.mk to the Trusted Sites

5. Check if the Capicom component is appropriately installed

3. The e-banking appeared the error "Wrong attribute."

- The error "Wrong attribute" appears if you have not entered the correct account for
the payment or if in the number of reference you have entered has a special
character (/,%, & etc.).

4. How canicheck the Compatibility View Settings?

- Click the “ALT” key and in the upper left corner of the screen the Tools menu will
appear. Select the Compatibility view settings option and make sure the website
pcb.com.mk is added to Websites you've added to Compatibiy View.

5. How can | check the Trusted Sites?

- Click the “ALT” key and in the upper left corner of the screen the Tools menu will
appear. Select Internet options> Security, than select the green checkmark (trusted
sites) and click the button “Sites”. Make sure ebank.pcb.com.mk is added to the list.
If it is not on the list, add it by clicking the button “ADD”. Close windows.

6. How do | install Capicom component?

- Inthe gray menu on the left side of the e-banking there is a section where all drivers
are listed. Click on Capicom Component and run after you have downloaded it. If
you are given one of the options: Repair, Remove or Delete, choose the option
Repair.



7. The e-banking appeared the error "You have no valid certificate to select from"

- Check the expiry date of the certificate. If the certificate is valid please call the
Contact Centre at 02/2446 000.

8. How can | check if the token is installed?

- Click the “ALT” key and in the upper left corner of the screen the Tolls menu will
appear; go to Internet options> Content> Certificates; if it displays the certificate in
this part the token is installed properly and the computer recognize the certificate.

9. How can | check if | have a valid token / certificate?

- To check the validity of the token / certificate click the ALT keys in the upper left
corner of the screen will display the menu Tools; go to Internet options> Content>
Certificates, expiration date ja section displays the date of expiry of the certificate.

10. How do | login to the e-banking when | have blocked username or password?

- If you know your password call the Contact Centre on 02/2446000 to unblock it. If you
do not know the password you need to go to the nearest branch to take a new one. To
reset the password you need to bring a valid documentation (ID or passport).
Additionaly, for legal entity is required the stamp of the company.

11. In which currencies can | open a bank account?

- In ProCredit Bank you can open an account in the following currencies: MKD, EUR,
CHF, USD and GBP.

12. In which currencies can | open a saving account?

- InProCredit Bank You can open a saving account in MKD, EUR or USD currency or have
a term deposit in MKD or EUR currency.

13. What is the difference between savings deposits and term deposit?

Savings account is an instrument for long-term accumulation of financial reserves, ie regular
and irregular payments. There is a minimum balance for opening a savings account
according to the official pricelist of ProCredit Bank. The savings account interest is calculated
on a daily basis according to the applicable interest rate for savings deposits. The
accumulated interest is paid on the savings account at the end of the calendar year or when
closing the account.

Term deposits are funds that are deposited for a fixed period which is determined at the
time of concluding the contract. Term deposit can be opened in the following currencies:



MKD and EUR. The interest rate can be fixed or variable depending on the decision of the
client and according to the official pricelist of the bank. The interest can be paid monthly or
at maturity of the deposit. If you want to witdraw the funds before the end of the period the
Bank pays aH interest at sight according to the pricelist of the Bank on the day of the
witdrawal.

14. LLTo 3Haun aBTOMATCKO peopoUyBatbe HA AeMNO3UT?

ABTOMATCKO peopoYyBakbe Ha AEN03MT 3HAUM AEKa Mo JOCNeBaHeTO Ha OPOYEHMOT 4EnN03UT
cpeAcTBaTa Ke ce opoyaT NOBTOPHO Ha UCTMOT NepMoL CO KamaTHaTa CTanKa Koja e BaanaHa
BO MOMEHTOT Ha PEOPOYYBAHbE.

15. What does Automatic renewal od term deposit means?

Automatic renewal of term deposit means that after maturity of the term deposit a new
contract will be made for the funds for the same period, with an interest rate in compliance
with the pricelist of the Bank on the day of maturity.

16. What do | need to open an account?

To open a resident account as a resident private client You need only a valid identification
document (Id or passport).

Non-resident individual can open a bank account with a valid identification document
(passport). An ID card is also acceptable if the person comes from a Member State of the
European Union or from a country with which Macedonia has signed a bilateral agreement on
cross-border travel.

17. What do | need to open an account for a legal entity?

The legal representative of the legal entity can open an account in any branch. Documents
that are required for opening the account are:

1. Registration document issued by the Central Registry of R.Macedonia not older than 6
months

2. Document for registered signatures - notarized. This document is issued also by the
Central registry of RM

3. Identification document of legal representative (ID or passport)

4. Seal of the legal entity

18. What do | need to open savings account/term deposit for a minor?

Savings account/term deposit for a minor can be opened only by the parent/legal guardian.
Documents required are valid identification document of the parent/legal guardian and birth
certificate for the minor.



19. What should | do if | lose my saving account passbook?

You need to report it in any of our branches to fill a form for annulation of the passbook. The
Bank will issue You a new one for the same saving account. The bank charges provision for the
new passbook in compliance with the official pricelist.

20. My account is inactive, what does it mean?

An Account becomes inactive if there was no activity - financial transaction initiated by
yourself within a period of 6 months. This means You can receive incomes, but you can not
make any bank transfers until the account is activated. If you have a card associated with the
account, you can use it for cash withdrawals from ATMs and POS payment regardless of the
status inactive.

To activate the account You need to visit any of our branches, with a valid identification
document, to fill Application for activating the account and make at least one transfer by the
end of the day.

21. Why is my account blocked?

In order to obtain information why your account is blocked you need to visit any of our
branches with a valid identification document (ID card or passport).

22. What kind of debit cards do you have?

ProCredit Bank offers the following debit cards: Visa Electron, Maestro and ProCard for
private individuals. These cards allow you to use the funds from the current account up to
the amount of the available balance. Visa electron and Maestro debit cards are
internationaly accepted, and can be used for cash withdrawals from ATMs and payments on
POS - terminals and Internet purchase. ProCard debit card is used only for cash withdrawals
from ATMs of ProCredit Bank.

23. What should | do if | lose/forget the pin of my card?

If you have forgotten/lost the PIN of your debit or credit card You need to visit any of the
our branches for annulation of the card and make an application for a new one.

24. Where can | use my debit/credit card?

Visa and Master cards are internationaly accepted, and they can be used for cash
withdrawals from ATMs, payments on POS - terminals and Internet purchase.

ProCard debit card is used only for cash withdrawals from ATMs of ProCredit Bank.

ProCredit debit cards can also be used to deposit funds on your account on the ProCredit
Bank’s ATMs that offer this option.



25. Who can take my debit/credit card from the branch?

Your card can be taken by the owner of the card. If you want another person to take the
card he/she would need a notarized authorization.

26. What is the procedure for card renewal?

[OKO/IKY ja KopUCTUTE pefoBHO KapTUYKaTa (MmaTe HajMmasky 5 TpaHcakumm Bo poK og, 2
rogMHun) Taa ke 6uae aBTomaTcka obHOBeHa M fOCTaBeHa BO GMIMjanaT BO Koja NPETXOAHO
ce ja noanrHane kaptTuykaTa. Kora ke buge goctaBeHa HoBaTa KapTMdKa Bo duamjana ke
noburere CMC HoTudMKaLmMja Ha MOBUAHMOT 6pOoj OCTaBEH KaKo Ball KOHTAKT Bo MpoKpeaut
baHKa. [lOKOMKY He cTe ja KopucTesie pe40BHO KapTMYKaTa M cakaTe HOBa NOTpebHo e Aa
anavumpare camuTe. AnsiMkauuja 3a HOBa KapTMUYKa MOXKe Aa Hanpasute Bo 6110 Koja of,
HawwuTe GUAnjann UNM Npeky HalwaTta Beb ctaHa www.pcb.com.mk.

If you use the card regularly (you have at least 5 transactions within 2 years) it will be
automatically renewed and delivered in the branch where You previously collected the card.
You should receive a SMS notification for the new card. The SMS will be sent on the mobile
number left as your contact in ProCredit Bank. If you have not used the card regularly, You
need to apply for a new one. Application for a new card can be done personally in any of our
branches or online through our website www.pcb.com.mk.

27. | try to make an online payment with my card buy it is declined. What might be the
reason for rejection?

HajuecTta npuynHa 3a oabumearse Ha online TpaHcaKLMKM e BO C/lydaj Kora He BHecyBaTe CVV#
KOZ WK BO C/yyaj Kora Bue BHecyBaTe CVVH Kog, HO CTpaHaTa Ha Koja nsiakaTe He v
npoLecMpa TpaHCaKLMnTe Co aBTopM3aLmja Ha KoZoT. Mopaau 3awTuTa og, 31oynoTpeba
BaHKaTa He 0406pyBa TPAHCAKLMM KOW He ce aBTopusnpaHu. OBMe NpoLLecH ce aBTOMATCKU
W Ha HMB HEe MOXKe Aa B/iMjaaT HUTY TProBeLoT, HUTy baHkaTa. [pyru npMunHa 3a ogbusatbe
Ha online TpaHcaKLMja ce NorpeLwHo BHECEHM NOAATOLM UAN HEAOBOJIHO CPELCTBA HA
CMeTKaTa 3a peanun3aumja Ha TpaHCaKuujaTa.

The most common reason for declining an online transactions is when you are not
authorizing the payment with your CVV # code, or when you enter CVV # code but the
website’s processor send information about the payment without the authorization code.
Due to security issues (potential fraud) the Bank does not approve the transactions that are
not authorized. These process is automatic and neither the merchant nor the Bank can
modify it.

Another reason for declining the online payment might be an error made while entering
Your data or insufficient funds on the account.

For a detailed check of the payment please call the Contact Centre on 02/2446 000.


http://www.pcb.com.mk/

28. What id CVV code?

Card Verification Value (CVV) code is a three-digit number printed in the signature section
on the back of the card. CVV # is a security code that is used to verify the validity of the card
in the execution of transactions with debit and credit cards. Code is required for transactions
made on virtual POS-terminal or online.

29. What should | do in case of lost/stolen card?

Mpujasete Bo KoHTaKT LleHTap 24/7 Ha Ten 02/2446 000. KapTuuKaTta Ke buge BegHalu
6n0KkupaHa. [JoKo/Ky ja HajgeTe KapTUYKaTa NnoTpebHo e aa nojaeTe Bo 6110 Koja o4
HawwuTe dunmnjanm 3a aebnoKaga Ha UCTATA UM AOKOJIKY CaKaTe HOBA KapTUUKa MOXKe A3
anauumparte Bo duanjana nam on-line npeky Hawata Beb ctpaHa www.pcb.com.mk.

Call the 24/7 Contact Center on 02/2446 000. The card will be immediately blocked. If you
find the card you need to go to any of our branches to unblock it. If you want a new card,
you can apply in any of our branches or online via our website www.pch.com.mk.

30. What information do | need to receive an income from a foreign country?

3a aa pobuete NPUAMB O CTPAHCTBO NOTPEDOHO e Aa MmaTe AeBM3HA CMeTKa. Moaatoumn Kom
Tpeba Aa rv fageTte Ha HANOro4aBaYoT Ce BaLLETO MME M Npe3uMe, BalaTta agpeca, SWIFT
Ha 6aHKarTa ( 3a MpoKpeauT baHka e PRBUMK22XXX) 1 IBAN. BawwuoT IBAN e BcyliHOCT
6pojoT Ha Bawara aesusHa cmeTKa co npedukc MKO7 (MKO7XXXXXXXXXXXXXXX), Kafde X v
npeTcTaByBaaTt bpoesuTe o4 BalaTta gesM3Ha cmeTKa. [LOKOIKY KOPUCTUTE eNEKTPOHCKO
H6aHKapPCTBO MOMKeTe Aa ja BuaAnuTe Balua cmeTKa NpeKy eleKTPOCHKOTO 6aHKapCcBO Wau Npeky
[oroBopoT 3a 0TBOpeHa CMeTKa KojwTo Bu e npeaasieH Ha AeHOT Ha OTBapakbe HA CMETKaTa,
BO CMOPTMBHO Ke Tpeba Aa ce 0bpatnTe BO HajbAMCKATa eKcno3nuTypa Ha MNpokpeanT baHka
CO Ba/IMZEH LOKYMEHT 33 uaeHTudmKauuja.

To receive an income from abroad You need to have an account in the appropriate foreign
currency. The required data for the transfer are: your name and surname, your address,
SWIFT code (ProCredit Bank is PRBUMK22XXX) and IBAN. Your IBAN is the number of your
foreign currency account with a prefix MKO7 (MKO7xxxxxxxxxxxxxxx), where x represents the
numbers from your foreign currency account. The number of your account you can review
online of you use the service e-banking, or on the Agreement that you signed when opening
the account.

31. How can a make MKD payment from resident to nonresident account? Kako aa
HanpaBaMm AEeHAPCKO NiaKkakbe 04, Pe3naeHT KOH HEPU3UAEHT?

For MKD payment from resident to non-resident account is required to enter the debit
reference: 1450 /purpose code for international payments / registration number of the
principal. As a resident it is necessary to ensure document on which basis the payment is
made.


http://www.pcb.com.mk/

32. How can | make MKD payment from nonresident to resident account?

For MKD payments from non-resident to resident account you need to fill the order
according to the following instructions:

Debit reference: 743/900/9000 xxx (xxx is Identification of the country of origin of the non-
resident)

Credit reference: the number of bank account

Account: enter the general account of the receiver bank

Purpose of payment: enter "npeHoc og npuaneHa Ha ucnnaTHa 6aHka" and then your
comment

33. What are the deadlines for registration of national payments?

Regular payments (KIBS) 14:00
Emergency payments (MIPS) 16:00
Internal payments in ProCredit Bank can be realized throughout the day

34. What are the deadlines for registration of international payments?

ProPay transfers registered in branch until 14:30 pm are processed as T+ 0
Other orders registered in branch until 15:00 pm are processed as T + 0
ProPay transfers registered in branch after 14.30 are processed as T+ 1
Other payments registered in branch after 15:00 are processed as T + 1
E-Bank ProPay transfers registered until 15:00 pm are processed as T+ 0
Other E-bank transfers registered until to 14:00 are processed as T+ 0

35. Can | apply for a loan if | live/work abroad?

ProCredit Bank approves loans only to creditworthy individuals who are employed in
companies registered in the Republic of Macedonia and pensioners who receive their
pensions in the Bank.



