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Annex - Belfius Privacy Charter

If you have questions about banking matters or are looking for information, you can use Belfius 
Chat or digital assistants such as Hey Belfius and myBo via Belfius Mobile, Belfius Direct Net or 
belfius.be. You can also request a video call with a Belfius employee.

Personal contact with a Belfius employee
	● Via Belfius Chat: you can ask your questions whenever it suits you. An employee will reply as 

soon as they are available, after which you will receive a notification.

	● Via video call: a conversation with a Belfius employee using audio and video. You give your 
consent to use the camera and microphone of your device.

24/7 via a digital assistant
	● Hey Belfius answers your questions about Belfius services and products.

	● myBo helps you submit insurance claims online.

Your personal data
To protect your privacy and security, we recommend that you never share personal information 
unless we explicitly ask you to do so. Belfius will never ask for your PIN code(s), codes generated by 
your card reader, passwords or codes received via SMS. These are strictly confidential.

Wat kan Belfius registreren en bewaren?

To improve our services or to assist you further, Belfius may store certain data, such as:

	● Your use of the chat and video call functionalities

	● Messages exchanged with a Belfius employee or with digital assistants

	● Audio recordings

Contacting us digitally via chat, 
digital assistants or video call 
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	● Screens shared with a Belfius employee

	● Your type of device or operating system (Android, iOS, browser, iPad, etc.)

	● The version of your app

We need this data, for example, in order to:

	● Provide digital assistants and video calls

	● Retrieve our previous conversations with you

	● Offer technical support for the use of our digital channels (Belfius app, Belfius Direct Net, etc.)

	● Train and coach our employees

To ensure smooth follow-up of your insurance claim, the messages and documents you upload via 
myBo are stored. Video calls take place via Microsoft Teams and are not recorded, unless recording is 
legally required, such as for investment-related conversations. A video call recording contains audio 
only, not video.

When you use chat or a video call, the Belfius employee may see certain information, such as the 
subject of your question. Previous conversations with digital assistants may also be visible.

Artificial Intelligence (AI)

We use artificial intelligence (AI) to better understand, summarize and answer your questions. 
Belfius continuously optimizes this technology and adjusts it where necessary.

More information?
You can find all details about the processing of your personal data and how to exercise your rights in 
our Privacy Charter at www.belfius.be/privacy. 

https://www.belfius.be/about-us/en/belfius-community/responsible-bank-insurer/policies-charters

