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AKTYyanM3npaHoOTO Criopa3syMeHue Bamn3a B cua Ha: 18/03/2022

[MpaBwia 3a »xanbw (onnakBaHWA) Ha KIMeHTu - nogaBaHe u
pa3rnexxgaHe

Obwmn pa3nopendbn

1. MpaBnnaTa 3a NogaBaHe 1 pasrnexaaHe Ha xanbu (onnakeaHua) Ha KnneHTun (HapuyaHu no-gony
"MpaBunaTta") onpenenat N3NCKBaHUATa 3a nogasaHe, obpaboTBaHe n oTroBapsHe Ha xanbu (onnakeaHMA) Ha
KnuneHTn.

2. LlenTa Ha MNpaBunaTa e ga opraHM3npa npoLieca no ynpaeaeHne Ha »xanbu (onnakBaHusa) Ha KnneHTu no
cnpaBennue, ePeKTUBEH N NOAXOASLL HAYNH.

3. O6bwwn ycnosus:
3.1. UHCcTMTYUMA - INUEH3paHa KOMMNaHng Ha Paysera, KOATO e peructpupana KnveHTta B cuctemMara.
3.2. KnueHT - n3n4ecko numue, KoeTo ce e pernctpupaso B CuctemaTta m UMa OTKpUTa CMeTKa.

3.3. XKanb6a (onnakBaHe) - NMCMEHO NCKaHe, NogaaeHo oT KNneHT KbM NIHCTUTyumnsTa, B KOeTo KNMeHTbT
MoCco4Ba, Ye npaBaTa WM 3aKOHHUTE MY MHTEepecKn, CBbP3aHn C yCyrmuTe, npegoctaBeHn oT MHCTUTyumaTa
NN CKOYEHUTE cnopa3yMeHuns, ca Ouam HapyLeHun, n oTNpaBs NCKaHe 3a U3MbJIHEHWE Ha HEroBUTe
N3UCKBaHMSA.

3.4. PasrnexxpaHe Ha >XXanbwm (onnakBaHMA) - JEeNHOCTTa Ha CAYXUTennTe Ha MHCTUTyumaTa, BKIKOYNTESTHO
nprvemMaHe u peructpmpaHe Ha »kanbwm (onnakeaHus), onpegensHe Ha npobaema, NOAroTBAHE Ha OTrOBOP U
npefocTaBaHeTo My Ha KiuneHTa.

3.5. Peructbp Ha xXandbu (onnakBaHuA) - JHEBHUK, B KONTO Ca PErMCTpUpaHn BCUYKK xanbu (onnakBaHus)
Ha KnneHTun, noslydyeHn AUPEKTHO OT KnveHTuTe no nowaTa, rno efleKTPOoHHa noLla Wian 4pes apyru
€JIeKTPOHHM CpeacTBa.

3.6. OTroBop - NMCMeH OTroBOP Ha BbIMPOCUTE U/UIN NCKaHUATaA Ha KnveHTa.

3.7. MoTpebuTten - hU3NYECKO NnNLIE, KOETO N3M0J3Ba YCYruTe Ha MHCTUTyumnATa 3a Lenun, KOMTO Ca U3BBbH
HerosaTa Tbproecka, busHec nnu npocdecnoHa Ha AEeNHOCT.

3.8. CucTema - copTyepHo pelleHne Ha yebcalToBe, cOBCTBEHOCT Ha Paysera, koeTo e pa3paboTeHo oT
Paysera v ce 13noJi3Ba 3a NpenocTaBsiHe Ha yCayrun Ha Paysera.

4. Pa3nopenbunTe He ce npunaraT, KoraTo:


https://www.paysera.com/v2/bg-MK/index

4.1. B XxanbaTa (onnakBaHeTo) Ha KnneHTa e nocoyeHa AENHOCT Ha MHCTUTYUMSATaA, KOSATO He ce perymnaupa
CbC CneumasHn 3aKOHM N He e Noj HaA30pa Ha perynaTopeH (Hag30peH) opraH, unu;

4.2. UIHCTUTYyUMATa HE HOCKM OTIFOBOPHOCT 3a M3MNbJIHEHMETO Ha AEeNHOCTTa, NoCoYeHa B XkabaTa
(onnakBaHeTO) Ha KnneHTa.

MonaBaHe Ha Kanbu (onnakBaHM4)

5. KnmeHTBbT MoXXe fa nogane »anba (onfakBaHe) A0 NMLEH3MPaHaTa KOMMNaHua Ha Paysera, KOSiTo ro e
pernctpupana B CuctemaTa, No CNefHUTE HAYUNHMU:

5.1. "Paysera LT" UAB:

5.1.1. B LleHTbpa 3a obcnyxBaHe Ha KINMeHTU Ha MHCcTuTyumaTa "Paysera LT" UAB c agpec: rp. BunHioc, yn.
Pilaités Ne 16;

5.1.2. 4ype3 usnpawiaHe Ha NUCMO No nowiaTta Ao "Paysera LT" UAB, rp. BunHioc LT-04352, yn. Pilaités Ne 16;

5.1.3. No nMenn Ha eNeKTPOHEH aApec support@paysera.com;

5.1.4.4pe3 cucTtemMaTa 3a OHAANH YCAYrY Ha UHCTUTYLMATA WWW.PaysSera.com, KaTo NonbJHUTE opMynisipa 3a
3anntBaHe (n3bepete onuuaTa "UsnpawaHe Ha cbobuieHne") ;

5.1.5. Yypes eNleKTPOHHATA CMCTEMa 3a pa3pelllaBaHe Ha cnopose 3a oHaaiH gorosopu &, cb3paneHa ot
EBponeiickaTa Komucus. MNpenopbuynTeNHO e Aa ce CBbp)KeTe ¢ MHCTUTyumsTa, npean aa noganerte UcK 4o
eNeKTpOoHHaTa CMCTeMa 3a pa3pellaBaHe Ha CropoBe.

5.2. Paysera Kosova SH.P.K.:

5.2.1. B LleHTbpa 3a ob6cny>xBaHe Ha KINEHTU Ha MHCTUTyumaATa c agpec: Kocoso, MpuwimnHa 10000, Rr.
Perandori Justinian No 132;

5.2.2. 4ype3 nanpawaHe Ha nMcMo no nowaTa go Paysera Kosova SH.P.K., KocoBo, MpuwmHa 10000, Rr.
Perandori Justinian No 132;

5.2.3. no nmenn Ha enekKTpoHeH agpec support@paysera-ks.com;

5.2.4. 4ype3 cnctemaTa 3a OHJMAWH yCayrn Ha MHCTUTyumaTa www.paysera-ks.com Q KaTo NonbaHUTE
dopmynspa 3a 3annTBaHe (n3bepeTe onuunsaTa "M3npawaHe Ha cbobuleHmne");

5.2.5. Yype3 eIeKTPoHHaTa CUCTEMA 33 pa3pelliaBaHe Ha CNopPOoBE 33 OHAAMH JIOrOBOPW, Chb34aJdeHa OT
EeponeiickaTta komucus . MpenopbunTenHo e ga ce cebpkeTe ¢ UHCTUTYLMSTA, Npeau fa NofafeTe Uck Ao
e/IeKTPOHHATa CMCTeMa 3a pa3pellaBaHe Ha CropoBe.

5.3. Paysera Albania SH.P.K.:

5.3.1. B LleHTbpa 3a ob6cnyxBaHe Ha KINEHTU Ha MHCTUTyumaTa c agpec: AnbaHus, rp. TupaHa, Njesia
Administrative No. 2, Rr. Fadil Rada, Pallati Donika, Kati i treté;

5.3.2. 4ype3 usnpallaHe Ha NMCMO MO NouiaTa Ha aapec: AnbaHus, rp. TupHa, Njesia Administrative No. 2, Rr.
Fadil Rada, Pallati Donika, Kati i treté;

5.3.3. no nmenn Ha enekKTPoOHEH agpec support@paysera.al;
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5.3.4. via the Institution's online service system www.paysera.al, by completing the enquiry form (select the
"Send message" option);

5.3.5. Ype3 esleKTPOHHATa CUCTEMa 3a pa3pellaBaHe Ha CMOPOBE 3a OHJIAH A0r0BOPU, Cb3AafeHa 0T
Eeponeiickata komucus. . NpenopbunTenHo e fa ce cBbpxeTe ¢ MHCTUTYLMSATa, Mpean Aa nofafeTe UCK A0
eNeKTPOoHHaTa CUCTeMa 3a pa3pellaBaHe Ha CropoBe.

6. B cBoATa xanba (onnakeBaHe) KnneHTsbT TpsAbBa Aa noco4u:
6.1. umeTo 1 hamunnaTa NInM NMeTo Ha pupmaTa;

6.2. agpeca Ha KnueHTa;

6.3. maTaTa Ha MofaBaHEeTOo Ha XanbaTa (onnakBaHETO);

6.4. CbLWHOCTTa Ha anbaTa (onnakBaHeTO), T.€. NpaBaTa Ha JIMYHOCTTA UM 3aKOHHUTE MHTEepPEecKH, KoOUTo ca
6unn HapyweHu;

6.5. nsnckBaHmgaTa Ha KnmeHta KbM MHCTUTYUMATS;
6.6. Opyrn Ha/MYHN OOKYMEHTU, CBBbP3aHu C XKasnbaTa (onsakBaHeTO), ako € HeobxoanMo;
6.7. KOHTAKTUTE Ha 3aaBuUTens: TenedoHeH HoMep nnnm email agpec;

6.8. AKO NIMNCBa HAKOW OT HeobxoanMuTe pekBusnTn, MHCTUTYyUMSTa MMa NpaBo Aa Noucka oT KnveHTa aa
KOMMAeKToBa xanbaTta (onnakBaHeETO).

ObpaboTBaHe Ha xabu (onnakBaHWA)

7. Nony4eHuTe xanbu ce 3anNnUCBaT B PErncTbpa Ha xanbute (onnakBaHUATA), KONTO TpabBa Oa BKJOYBA
c/flefHNTEe NPOBEPEHN OaHHU:

7.1. nmeTo N hamMunuaTa Ha KnneHTta uinm nMmeTo Ha pupmaTa;
7.2. apgpeca, noco4yeH B xxanbaTa (onnakBaHeToO);

7.3. naTaTa 1 HaYyMHa Ha NoJiy4yaBaHe Ha »xanbaTa (onnakBaHeETO), UMETO Ha CNYXXUTEeNs, KOWTO e npuen
XKanbaTa;

7.4. pe3toMe Ha anbaTa (onslakBaHETO);

7.5. ycnyraTa Ha IHCTUTyumaTa nam 4acTTa 1, KoaTo € 06eKT Ha xanbaTa (oniakBaHEToO);
7.6. paTaTa Ha OTroBop KbM KnuneHTa;

7.7. huHaNHNAT pe3ynTaT (pelleHne) oT pasriexaaHeTo Ha KanbaTa (onnakBaHETO).

8. Xanba (onnakeaHe) HaAMa foa 6bae npmneTta nnm obpaboTeHa, ako:

8.1. )xanbaTa (oNnakBaHETO) He OTroBaps Ha N3NCKBAHUATA, MOCOYEHU B Y. 5 1 6;

8.2. B xxanbaTa (onnakBaHeTO) e NpeaocTaBeHa HEMbJ/IHA, HeYeTIMBa UM HesicHa HgopMaunsa. OTroOBOPHUAT
CNy>Xuten Ha MHCTuTyumsTa TpsibBa Aa noucka oT KiMeHTa Aa YyTOYHU MHDOoPMaLNsATa, ako € Bb3MOXXHO.
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9. )KanbaTa (onnakBaHeTo) Ha KnneHTa ce obpaboTBa B CLOTBETCTBME C pa3nopenbute Ha AbPXKaBHOTO
3aKOHOAaTEeNCTBO Ha INLLEeH3UpaHaTa KoMNaHua Ha Paysera, KoATo e perucTpupana Knnenta B CuctemaTta, n
NPUMHUMANTE Ha 3a4MTaHe Ha JIMYHOCTTA, MOYTEHOCTTa M CNpaBensINBOCTTA.

10. Xanbute (onnakBaHugaTa) ce obpaboTBaT M OTroBOpPUTE CE€ NPEAOCTaBAT B CbOTBETCTBME CbC CNefHMSA
pen:

10.1. Ako KnneHTbT e noTpebuten, MHCTUTYUMATa pa3riexaa ncka He No-KbCcHO oT 15 (neTHageceT) paboTHu
OHW OT noJsiy4aBaHeTo My B opuca Ha NHCTUTyumnsaTa, 0OCBEH ako MIHCTUTYLMATa He MOXKe fa NpenocTaBun
OTroBopa B paMKuTe Ha 15 (neTHapeceT) AHWM Nopaiun NMPUYNHU, KOUTO Ca N3BBH HENHUA KOHTPOS. B To3un
cnydanm MHCcTuTyumnaTa npepocTtass Ha MNoTpebutensa HeokoHYaTeleH OTrOBOP, MOCOYBANKIN MPUYMHUTE 3a
3abaBaTa 1 Cpoka 3a M3npallaHe Ha oTroBop. Taka uan nHade, CPOKbT 3a M3NpaLlaHe Ha OKOHYaTeseH
OTroBOp He MOXKe Aa Haasuwaga 35 (TpuaeceTt n neTt) paboTHU aHW;

10.2. AKo KnneHTbT He e noTpebuTten, MHCTUTyunaTa we pasriefa ucka He no-kbcHo oT 30 (TpuaeceT) oHKU
OT NoJlydaBaHETO My B opuca Ha MHCTUTyumATa, OCBEH B C/lydanTe, KOraTo pasrjexxnaHeTo Ha »xanbaTa
(onnakBaHeTO) U3NCKBa AOMNBJHUTENHN AOKYMEHTU UM nHopMaums, nam Korato Apyru akTose, CBbpP3aHu C
npenocTaBsAHETO Ha YCAYrnTe, KOUTO Ca 3a4b/KUTeNHN 3a MHCTuTyumnaTa (KaTo npaBua 3a niaTeXHU KapTu
Ha MeXXOyHapoa4HW opraHmM3aunmn), NnpeasumxaaT Apyru CPOKOBE.

11. Ako xxanbaTa (onsakBaHeTO) He MoXXe Aa 6bae pa3rsefaHa B paMKUTe Ha CPOKOBETE, MOCOYEHN B TOYKa
10 oT HacToawmTe MpaBnna, KnneHTbT Tpabea aa 6bae nHpopMupaH 3a NnpuyYnMHaTa U Npu HeobxooMMOCT ce
MN31CKBa Aa NpefocTaBu AOMbAHUTENHA NHMOPMaLMA, KaTo ce noco4Ysa Kora we 6bae npegocTtaBeH OTroBOp
Ha HeroBaTa »anba (onnakBaHe).

12. Cnen KaTo xanbaTa (onsakeaHeTo) e 6una pasrinenaHa, pelleHMeTo 3a OCHOBaTEIHOCTTa 1 Tpsbea Aa
6bOe NpenocTaBeHo B MUCMEH BUA, T.€. KNIMEHTBHT noJjlyYaBa NnMCMeH OTroBop.

13. KoraTo »xanbaTa (onjlakBaHeTO) Ha KnneHTa He e yoOBNETBOPEHA U € YA 0BJIeTBOPEHA YaCTUYHO,

MpUYNHUTE 3a OTKa3a Aa ce yaosseTBopu xanbaTa (onnakBaHeTo) Ha KinMeHTa, KakTo U AOMNBJIHUTESTHN
CpeacCTBa 3a 3allMTa Ha MHTepecnTe Ha KnneHTa, BKJOYNTENHO, HO HE CaMo, eBEeHTYaJIHU CpeaCcTBa 3a

paspelwlaBaHe Ha CNOpPOBE 1 NpaBa, ca NOCOYEHN B OTFrOBOP KbM KnneHTa.

14. OTroBop Ha KnneHTa ce npenocTaBsa Ype3 CbLUMA KaHasl, N0 KOMTO e nojlyyeHa xasnbaTa (onnakBaHETO),
OCBEH aKO K/IMEHTBHT He e NoCoYna gpyro.

15. Xanbute (onnakeBaHuATa) Ha KnueHTa, MaTepuannTe, LOKYMEHTUTE, CBbP3aHN C pasrnexgaHeTo Ha Te3u
»anbu (onnakBaHWA) U OTFOBOPBLT, NpefocTaBeH Ha KNneHTa, ce CbXpaHABaT HE NO-Masiko OT 3 (Tpu) roanHm
OT AaTaTa Ha nocsiefHUs OTroBop KbM KineHTa.

3aKIYNTENHN pa3nopendbn

16. Te3n npaBuaa ca Ny6ban4YHO AOCTBNHU Ha yebcanTa Ha NHCTUTYyUmuATa.

17. AKO KNMeHTBHT He e YOBJ/IeTBOPEH OT peLleHneTo, B3eTo OoT NHCcTutyumnaTa, KnmeHTsT MMa nNpaso Aa
M3Mosi3Ba OPYru IerMTUMHN CpeacTBa 3a 3aliMTa 1 Aa nogane xanba A0 CbOTBETHUAT OpraH, oCblLUECTBABALL,
Haa30p BbpXy AeNHOCTTa Ha MHCTUTyumaTa:

17.1. OTHOCHO "Paysera LT" UAB:

17.1.1. kbM LleHTpanHa 6baHka Ha JInTea, HaMmmMpauwia ce Ha agpec rp. BuaHioc,LT-01121 , Totoriy g. 4, no eauH
OT C/leJHUTE Hau4HU:



17.1.1.1. ype3 efleKTPOHHUSA UHCTPYMEHT 3a pa3pellaBaHe Ha cnopose "E-Government Gateway";

17.1.1.2. ype3 nonbJsiBaHe Ha popMyspa 3a 3asBKa U usnpawaHeTo My Ao HapnsopHata cnyxba Ha
LleHTpanHa 6aHKa Ha JInTBa Ha agpec: rp. BunHioc LT-01121, Totoriy g. 4, e-mail: pt@lb.It unun info@lb.It;

17.1.1.3. ype3 nogaBaHe Ha 3asBJieHne B cBoboaHa hopma oo HapsopHaTa cnyxba Ha LleHTpanHa 6aHKa Ha
JlnTeBa Ha agpec: rp. BunHioc,LT-01121 , Totoriy g. 4, e-mail: pt@lb.It namn info@Ib.lt.

17.2. OTHOCHO Paysera Kosova SH.P.K.:

17.2.1. kbM LleHTpanHa 6baHka Ha KocoBo, Haxogswa ce B Kocoso, MpuwmHa 10000, Rr. Garibaldi 33, no eguH
OT C/leHUTE HAaYUHW:

17.2.1.1. 4ype3 enleKTpPOHHaTa CMCTEMa 3a pa3pellaBaHe Ha cnopose https://ankesat.bgk-kos.org;
17.2.1.2. ype3 nowieHcKa npaTka Ao Kocoso, MpuwmrHa 10000, Rr. Garibaldi 33;

17.2.1.3. 4ype3 peructpmpaHe Ha xxanbata npep LleHTpanHa 6aHka Ha KocoBo Ha agpec: Kocoso, MpuuwmnHa
1000, Rr. Garibaldi 33;

17.2.1.4. no gakc.
17.3. No oTHoweHne Ha Paysera Albania SH.P.K.:

17.3.1. po baHka Ha AnbaHuna Ha agpec Selia Qendrore No. 1 e Bankés sé Shqipérisé, Sheshi "Skénderbej", No.
1, Tirané, Albania, no cnegHUTE Ha4YUHW:

17.3.1.1. 4ype3 nowieHcKa NpaTka Ha agpec Selia Qendrore No. 2 e Bankés sé Shqipérisé, Bulevardi "Déshmorét
e Kombit", No. 3, Tirané, Albania;

17.3.1.2. no umenn Ha public@bankofalbania.org;

17.3.1.3. ype3 noceuleHmne Ha https://www.bankofalbania.org/Aksesi_ne_informacion/.

18. AKo cnopbT He 6bAe ypeaeH rno B3aMHO CbrlacMe Wan Ypes Apyru cpefcTBa 3a U3BbHCbAEOHO ypexaaHe
Ha CNopoBe, CMopPbT Ce pellaBa 0T KOMMNETEHTHUS Cb[l, CbrJIaCHO palloHa Ha ceganuneTo Ha MHCTUTyumsTa,
KaKTO e npeaBuaeHo B yCTaHOBEHaTa 3aKOHOBa npoueaypa.

MpaBuaa 3a XXanbu (onsakBaHus) Ha KNMeHTU - modaBaHe 1 pa3riexjaHe (BanuaHa oo 18.03.2022)



mailto:mailto:info@lb.lt
mailto:mailto:public@bankofalbania.org
https://www.bankofalbania.org/Aksesi_ne_informacion/
https://www.paysera.com/f/RFFAP%20client%20claims%20BG

