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Belfius Bank & Insurance works with a number of automated processes that enable you to 
receive an immediate answer or result to your enquiry. These decisions are made automatically, 
without human intervention. This may have (legal) consequences for you. 

For example, you are able to apply for a credit digitally and your application will be granted or 
declined at the end of the automatic decision-making process. 

If you do not agree with the decision or if you would like more information, you can always 
contact us (see 8.4 ‘How can I exercise my rights?’ in the Privacy Charter).

For each area you will find more information below, describing the logic on which the decision 
within the different processes is based. Of course, other factors also play a role, such as the fight 
against terrorism, fraud and money laundering. 

This list is regularly updated.

AUTOMATED DECISIONS PER AREA

Loans

Granting a mortgage 
An application for a mortgage loan always starts in a Belfius branch, where you can obtain all legal information. 

In making your application, you will always be required to provide information such as your identity details, the type 
of loan, the purpose of the loan, the amount, the repayment plan and the energy rating of the property. Your financial 
situation as a borrower is also set out as fully as possible, based on your income, your expenditure, the composition of 
your family, etc. This enables your ability to repay the loan to be calculated. Belfius also consults the individual credit 
register at the National Bank. 

Based on all of this information and the nature of the customer relationship, a decision is taken whether to grant the 
loan or not, and on what terms.

If the recommendation is positive, you will receive a loan proposal. If you decide to go ahead, a contract is drawn up 
immediately to be signed. 

If the recommendation is negative (your application is refused), the mortgage loan specialist may refer the case on to 
head office for further analysis to be carried out, or to send out an immediate letter of refusal.
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Applying for and granting a consumer loan 
You can apply for a consumer loan either through a Belfius branch or online, using the Belfius app or Belfius Direct 
Net. If you apply online, Belfius will ask you via the digital channel for all the information required by law, as well as 
the details needed to start an application. Details such as your identity, the type of loan, the purpose of the loan, 
the amount and the repayment plan are crucial. Your financial situation as a borrower is also set out as fully as 
possible, based on your income, your expenditure, your occupation, the composition of your family, your educational 
qualifications, etc. Finally, Belfius will also consult the individual credit register at the National Bank. 

Based on all of this information, Belfius may decide whether or not to grant the loan, as well as to set out the terms 
and conditions for granting the loan. The decision may also require the intervention of a credit analyst, or perhaps an 
additional manual budget analysis, carried out by a specialist.

Based on the details provided to Belfius in the application, a consumer loan will or will not be granted. If the loan is 
approved, you can accept it and then sign for it, either digitally or in a branch.

If the loan is automatically rejected, you have the right to have your application analysed through one of our 
employees.

Cards

Granting a credit card 
Based on the information available to Belfius, the automatic process will accept your application for a credit card and 
either allocate a credit card to you with a maximum amount of credit or refuse it.

If the card is refused, you can contact us and in certain cases, an additional analysis will be carried out.   

Activating a digital card in a digital wallet
When you activate your digital card in a digital wallet (Google Pay, Apple Pay, Garmin Pay, Fitbit Pay), Belfius allocates 
a digital card number to you. Once that is done, an automatic decision will be made as to whether you can access 
the digital wallet. For example, your Belfius card will be checked for suitability, and a number of other checks are 
made to prevent fraud. These fraud checks are carried out both by Belfius and by the third party. The result may be 
that you are not given access to these digital card services.

Insurance

Opening a Belfius Home & Family claims file and receiving compensation
If you have Belfius Home & Family insurance, you can report claims via our digital channels (Belfius Mobile and 
Belfius Direct Net). A case file will then be opened automatically, without acceptance or refusal of cover.

The case will then be dealt with by our claims managers. For certain types of damage cases you can choose to 
receive compensation directly via a direct payment, if the damage is less than 750 euro. You will then confirm 
digitally your agreement to any compensation and receive a direct pay out.

Medical acceptance in death insurance cover
When applying for death insurance cover with Belfius Insurance, a ‘medical acceptance’ process will be initiated. 
This process will, based on your answers as the prospective policyholder, decide autonomously on:  

	>  Whether to accept the policy on normal terms.

	>  Whether to charge a higher premium.

	>  If there is a need to complete an additional medical questionnaire.

	>  Whether there is a need to undergo additional medical examinations.

You can report a disagreement about the decision taken at your Belfius branch, where a manager will make a 
second assessment.

This process is identical for debt balance insurance linked to loans obtained from Belfius Bank.
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Allocating cover for death insurance 
Provided you sign a health declaration as a prospective policyholder, you will be granted additional death cover. 

If the declaration is not signed (for example because the state of your health will not allow it), the underwriting 
process of the additional cover will be aborted.

Other

Becoming a customer   
To become a Belfius customer, a number of necessary personal details will be requested, including identity data 
available on your identity document. Based on those details, the legal checks required by anti-money laundering 
legislation will be carried out automatically. Depending on the type of your identity document, you may be allocated 
a basic banking service, or you can choose from our standard offer.

Monitoring fraud
To protect customers from fraudsters trying to get rich illegally, transactions are monitored for fraud or attempted 
fraud. 

Specific fraud checks are carried out in particular circumstances (such as when applying for digital card services, 
opening an account, applying for Belfius cards, etc.).

If any anomalies come to light, card transactions and instant payments may be automatically blocked by the system 
(temporarily), as well as access to certain services and functions.

Services as the ‘main bank’
Based on the products you use and your recurring income, Belfius will decide whether or not Belfius is your ‘main 
bank’. If you are considered to be a ‘loyal main bank customer’, you will be given additional functions in the app, 
such as the “Call me in 30 minutes” function.
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