Arbitration is an alternative procedure to court proceedings. It is VOLUNTARY for both
sides. It is FREE and QUICKER than going through the courts and, moreover, the decision
is BINDING, as it has the same effects as a judgment handed down by a court.

The arbitration procedure may be pursued by ALL INDIVIDUALS AND BY NON-PROFIT
ENTITIES PROVIDED, IN BOTH CASES, THAT THEY ARE RETAIL CUSTOMERS OF BANKIA.

PROCEDURE

1
The client files an application for arbitration at his or her BANKIA BRANCH,
along with all available documents (national ID card, purchase order,
appropriateness test, pre-contractual information, copy of the contract,
etc).

2

The application for arbitration is sent to an
INDEPENDENT EXPERT (KPMG), who will evaluate the
request. The evaluation is mad according to the criteria
approved by the Commission set up by Royal Decree
Law 6/2013 of 22 March 2013.

The affected person may
continue pursuing the claim
through other channels.

3

KPMG calculates the maximum amount which the parties will take to
arbitration. The Bankia branch will contact the client to inform him or her of
the maximum amount and of the result of the report issued by KPMG. If this
report determines that the circumstances exist for the customer to proceed
with arbitration, the customer may then decide whether or not to continue
with this process.

4

The client does not sign the arbitration
agreement. He or she waives taking the
matter to arbitration, although the claim
maybe pursued through other channels.
If the client accepts, he or she will go to a Bankia office to sign the agreement
to arbitrate. Once signed, it is sent to KPMG, who will forward it to the
National Arbitration Board, where the arbitration will be processed. As from
this time, the customer cannot pursue a court claim.

If the arbitration award is favourable, the
client will be refunded the amount indicated by the arbitrator (which will be the
maximum amount indicated in the acceptance document).

If the award is
unfavourable, the client
cannot bring the claim
before the courts.

