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OBHOBNEHHLIA AOrOBOP BCTYNWA B cuny: 26-08-2024

BHYTpeHHWe npasuia npneMa U pacCMOTPEHUA MPeTeH3umn (Kaaob)
KNneHToB

Obuwme NonoXeHums

1. Llenb BHYTPEHHUX NMpaBua npueMa n paccMoTpeHunsa npeteHsunim (xxanob) KnneHrtos «Paysera LT», UAB
(nanee - MpaBnna) - obecnevynTb BbICOKNIN YPOBEHb 06CnyxunBaHmnsa KnmeHToB «Paysera LT», UAB (nanee -
KoMmnaHusa), achpekTUBHO paccMaTpuBas nogaHHble KnueHTamMmm npeTteH3nmn (kanobbl) 1 pellas cBsisaHHble C
HUMUN Npobnembl.

2. lMpaBnna NPUMEHATCA KO BCEM MOJIy4aeMblM NpeTeH3usam (>kanobam), cBsiI3aHHbIM C OﬁCﬂy)KI/IBaHVIeM
KNMeHTOB, 1 0XBaTbIBAOT KAa4e€CTBO U KOHTPOJ1b peLleHuns npeTeH3|/||7| (>kanob).

3. MpeTeH3un (XKanobbl), KacaroLmMecs oCyLLLeCTBEeHHbIX KIMeHTOM CMOPHbLIX onepaLuui, NpUHUMaTCS,
PErncTPUPYTCA U pacCMaTPUBAOTCA B COOTBETCTBUM C AaHHbIMU MNpaBuiamMu.

4. MNMpaBunamm obs13aHbl PYKOBOACTBOBATHLCA N C HAMMW AOJ/KHbI ObITb 03HaKOMJIEHbI COTPYOHUKM OTaeNna
0b6cny>XmBaHNa KNMeHTOB KomMnaHum 1 gpyrme 0oTBETCTBEHHbIE COTPYAHMKM KoMnaHum, y4acTBytlowme B
rnpouecce pacCMOTPEHUA N pelleHmns npeTeH3un (xanobsbl).

5. Ucnonb3yemble B MpaBuiax TePMUHBI:

5.1. OTBeT - NpefoCTaBNAEHHbIN KIMEHTY NMCbMEHHbIN OTBET Ha MOCTaBJIEHHbLIE UM BOMPOCHI U (Un)
BblABMHYTble UM TpeboBaHuS.

5.2. KomnaHus - «Paysera LT», UAB (kog topunaundeckoro anua 300060819, koa nnatenswmka HAC
LT10001261114, agpec wTtab-kBapTumpsbl: np. Pilaités 16, BunbHioc, JinTosckasa Pecnybnuka).

5.3. BJIEKTPOHHaﬂ cucTeMa pelueHUs CNOPOoB - 3J/IeKTPOHHasd naatgopma, NnpeaHasHa4vYeHHasa o9 NOMOLLKU
Monb3oBaTesIAM B peLleHnn CropoB, KacatoLWmMXcsa 4OrOBOPOB, 3aKJ/II04YEHHbIX B UHTEpPHeTe.

5.4. KnueHT - hn3MYecKoe Uin ipnanyeckoe Lo, 3aperucTpupoBasLleecs B yrpaBisemMolr KomnaHunen
CUCTEME 1 CO3[aBLUEe B HEN YHYETHYIO 3aMuchb.

5.5. MpeTeH3una (xxanoba) - nucbMeHHoe obpalieHne KnneHta B KoMnaHuio, B KOTOPOM yKa3biBaeTCs, YTO
HapyLUeHbl MpaBa WK 3aKOHHbIE NHTEpPEeCHl nua, CBA3aHHbIe C MpefocTaBasgeMbiMn KoMnaHmnen ycnyramm nam
3aKJIl0YEHHBIMU OOrOBOPaMU, U coaepXnTcsa npocbba yaosneTBopuTb TpeboBaHna KnneHTa.

5.6. JKypHan peructpauum npeteH3un ()xanob) - >xypHas, B KOTOPOM PErMCTPUPYIOTCS NPeTeH3nmn
(>kanobbl), NonyyeHHble 0T KNMEHTOB HanNpsMYto Mo NOYTe, MO 3NEeKTPOHHOW NMoYTe WA Apyrumm
3NEeKTPOHHbIMUK criocobamMu. DTOT KypHas BeAeTCS B 3/IEKTPOHHOM Buae n nybnnkyertcs B HTpaHeTe
KoMnaHuu.

5.7. 3anpoc - YCTHbIN N NMCbMEHHbIN 3anpoc KnneHTa o npeaocTaBasieMbix KoMmnaHmnen ycnyrax nam
06Ccny)XMBaHMN, KOTr ja peLleHNe HECJIOXKHOE, N OTBET MOXKET B6biTb AaH HEMELJIEHHO NI BOMPOC MOXKHO
pewmnTb B NpoLlecce KOHTaKTa ¢ KnmeHTom.

5.8. Monb3oBaTenb - Husnyeckoe (HYacTHOE) ML, KOTOPOoE MoJsib3yeTcst ycayramm KoMnaHum B Lensix, He
CBSI3aHHbIX C ero 6Gu3HecoM, Toproeaen nam NPogeccnoHarbHON AesTesIbHOCTbIO.
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Pernctpauma 3anpocoB 1 npeTeH3nim (xanobd) KnneHTtos

6. 3anpoc KNneHT MoXKeT nodaTb B MMCbMEHHON dOpMe (0TNpaBMB €ro Mo 3JIEKTPOHHON NOYTE Ha agpec
podderzhka@paysera.com unm no no4Tte no agpecy np. Pilaités 16, BunbHioc), ycTHO (Mo TenedoHy), 4yepes
DNEKTPOHHYIO CUCTEMY peLleHns Crnopos nnm B OTaene obcnyXKmBaHUsa KIMEHTOB No agpecy np. Pilaités 16,
BunbHioc.

7. Bce nonyyaemMble KoMmnaHuin 3anpockl KnueHToB obpabaTbiBaloTCs B COOTBETCTBUM C MpoLenypon
peructpaunm n obcnyxxmBaHmna KnmeHToB.

8. Ha ycTHble 3anpockl KnneHToB (caenaHHble no TenegoHy uan B Otaene o6Ccny>XMBaHUs KJIMEHTOB) OTBET
naeTcsa u Heobxoaumasa KnneHTy nHdopMaumsa NpenocTaBAseTCca B NpoLecce pa3roBopa. Ecnv oTBeTnTb Ha
YCTHbI 3aMpocC 1 NpeAoCTaBUTb NMHPOPMaLIMIO Cpa3y HEBO3MOXXHO, COTPYAHUK OTaena o6Ccny>XmMBaHms
KJIMEHTOB OOJIKEH MOMPOCUMTb KneHTa noAaThk 3anpoc B MMCbMEHHOW (hopMe.

9. Mony4nB NMUCbMEHHbLIN 3anpoc oT KnneHTa, coTpyaHnK OTaena obcnyKnuBaHus KJIMeHToB 06a3aH
CaMOCTOSATENIbHO I C NMOMOLLIbIO COTPYAHNKOB APYrux OTAe/0B OpraHn3oBaTh 1 obecnevynTsb
npefocTaBneHne KInMeHTy Ka4yeCTBEHHOro 1 ncyepnbiBatowero oTeeTa (MHopMaLum).

10. Ecnv NnMCbMEHHbIN 3anNpoCc COOTBETCTBYET NpU3HaKaM npeTeH3un (xxanobbl), obcnyxupawwmm KnmeHTa
COTpYAHMK OTAena obcnyXmBaHns KINEHTOB OTMEYaeT ero B cuctemMe «Zammad» Kak npeTeHsuto (xxanoby) n
He nosaHee cnegytowero paboyvyero gHA nepefaeT €ro HasHa4YeHHOMY B COOTBETCTBUM € 20 NyHKTOM [MpaBun
COTPYAHMKY, OTBETCTBEHHOMY 3a pacCMOTPEHMe NpeTeH3un (xxanob) n NoaAroToBKY OTBETOB Ha HUX, KOTOPbLIN
perncTpupyeT npeTeH3nio (Kanoby) B XKypHane perncrpaumm npeTeH3nn (xxanob).

11. KnneHThbl, cHMTalOLIME, YTO MU3-3a HEHaAJ1eXallen aeaTesibHOCTM KoMnaHum nin ee coOTpyaHUKOB Bblnn
HapyLUeHbl UX NpaBa W 3aKOHHbIE MHTEPECHI, MMEIOT NpaBo 0b6paTUTbLCA B KOMMaHMo, NoAaB NpPeTeH3uto
(>kanoby) cneapytowmmmn cnocobamum:

11.1. B OTnene obcnyxmBaHus kaneHTos KomnaHum no agpecy np. Pilaités 16, BunbHIOC, 3aN0/IHUB NPETEH3UIO
(>xanoby) n Bpy4mB ee coTpyaHUKY OTaena obcnyxmBaHns KINEHTOB;

11.2. oTnpaBuMB NpeTeH3nio (xKanoby) no no4vte no agpecy np. Pilaités 16, BunbHioc;

11.3. oTnpaBus nNpeTeH3uto (xanoby) no anekKTpoHHOM No4Te Ha agpec podderzhka@paysera.com (c uenbto
MOATBEPXKAEHUS INYHOCTUN KIMEHTA NMPUHUMALOTCS TOJSIbKO NpeTeH3nn (Kanobbl), NoJaHHbIE C IMYHOrO ajpeca
3JIEKTPOHHOM NOYThI, YKa3aHHOIr0 B y4€THOW 3anncu KnmeHTa);

11.4. Ha canTe KoMmnaHum www.paysera.lt, 3anonHnB opmy 3anpoca B pasgene «Mncatb coobuieHnes;
11.5. B Dn1eKTPOHHON cnctema peweHuns cnopos (https://webgate.ec.europa.eu/odr).

12. MpeTeH3usa (xkanoba) MmoxxeT ObITb NOgaHa YNOJIHOMOYEHHbIM JINLLOM KnveHTa (Hanpumep,
npencTaBnAlLWMM NHTepeckl KnneHTa agBokaToM). B 3ToM ciiydyae ynosiHOMOYeHHoe nnuo o6a3aHo
npenoCcTaBUTb AOKYMEHTbI, MOATBEP)XXAAOLME €ro MNOJIHOMOYMS B OTHOLIEHUW KnneHTa (g4orosop
npencraBMTenbCTBa UAKN Ap.). JOKYMEHT, YNOJHOMO4YMBAOWMNIA AeNCTBOBaTb OT MMeHN KnneHTa, KonmpyeTcs,
3aBepsAeTCcsd OTBETCTBEHHbLIM COTPYAHUKOM (O0J>KHa BbITb caenlaHa oTMeTKa «Konus BepHa», yKa3saHa gaTa, a
TakKXXe nMms, haMnunmsa n oJIXKHOCTb COTPYAHMKaA, caenaBlero Konm JOKyMeHTa U CBEPUBLLErO ero ¢
OpPWrnHaMIoM, 1 NOCTaB/IeHa ero NoAMnnck) U NpunaraeTcsa K NnpeteH3sun (xkanobe). Echm kK npeTeH3nn (>kanobe),
MoA4aHHOW YNOJHOMOYEHHbIM NMLOoM KfneHTa, He MPUio)KeHbl LOKYMEHTbI, NoATBEPXKAatoWme NoJHOMOYNS
3TOro nmua, paboTawWwmn C NpeTeH3nen (XKanobon) OTBETCTBEHHbIN COTPYAHUK 06513aH MONpPoCcuUTb
npenocTaBUTb 3TU LOKYMEHTbI.

13. B npeTeH3un (>xkanobe) 0onKHbl ObITb YKa3aHbl:

13.1. nma n bamunma KnneHta (ecnm KnmenT - pusmnyeckoe nmuo) / HazsaHue Knmenta (ecnm KnmeHT -
opuanyYecKoe nLuo);

13.2. agpec KnneHTa;
13.3. HoMep TenedoHa NN agpec 3/IEKTPOHHOM MOYThI;

13.4. paTa noga4yun npeteH3nun (XKanobbl);



13.5. cyTb npeTeH3un (Xkanobbl), TO €CTb - KakMe NpaBa WM 3aKOoHHble MHTepPeCkl KnneHTa 6bi1n HapyLWeHbI;
13.6. TpeboBaHusa K KoMmnaHuu;
13.7. cBsiI3aHHbIe C NMpeTeH3unen (Kanobol) JOKYMEHTbI, eC/i OHWN ecTb y KnnenTa;

14. Ecnn He byneT yka3aH XoTs 6bl 04UH N3 06513aTeNIbHbIX PEKBU3UTOB, NMepevyncsieHHbix B 13 nyHkTe Mpasunn,
KoMmnaHma nMeeTt NpaBo NonpocuTb KnneHTa yTo4YHNTb (4ONOAHUTL) NpeTeH3uto (xanoby).

15. MpeTeH3uns (xanoba), nogaHHas KIneHToM B NMCbMEHHOW hopMe, A0/IKHA ObiTb HaNMCaHa akKKypPaTHO 1
pa36opymBo 1 noanucaHa KNMeHToM uam ero yrnosIHOMOYEHHbIM JINLIOM.

16. OTBEThI Ha YCTHblE NpeTeH3Mn (Kanobbl) KnmeHTOB AaloTCs B NpoLecce pa3rosopa, n KnmeHTy
npenocTaBaseTcsa MHPopMaUnsa 0 TOM, HTO MUCbMEHHbIA OTBET AAeTCHA TOJIbKO HAa NMUCbMEHHbIE NpeTeH3un
(>kanobbl).

17. Bce npeTeH3un (xanobbl) KnneHToB, nogaHHble B OTOoene obCcnyXmnBaHmsa KIMeHTOB (Mo agpecy np. Pilaités
16, BunbHIoC) unm oTnpaBieHHbIe No no4vTte (no agpecy np. Pilaités 16, BunbHC), He Nno3aHee cieayouwero
pabo4yero oHA C MOMEHTa UX MOJIyYeHUNSA OOJIKHbI BbITb OTCKaHMPOBaHbl U OTMNPaBJIEHbI MO SJIEKTPOHHOW NoYTe
Ha3Ha4YyeHHOMY B cooTBeTCTBUN C 20 NyHKTOM [MpaBna COTPYAHUKY, OTBETCTBEHHOMY 3a pacCMOTpeHune
npeTeH3ni ()xanob) n NOAroToBKY OTBETOB Ha HUX, KOTOPbIN PErNMCTPUPYET NPeTeH3nI0 (XKanoby) B XKypHane
peructpaunn npeteHsun (xanob).

18. MpeTeH3un (xanobbl) KNnneHToB, Nosly4yeHHbIE MO 3JIEKTPOHHON NoyTe Ha aapec podderzhka@paysera.com,
He no3aHee cnepytowero pabovyero AHA C MOMEHTa UX MOJyYEeHNS 3aKpennaTcsa B cucteme «Zammad» 3a
Ha3Ha4YeHHbIM B COOTBETCTBUM C 20 NYHKTOM [paBua COTPYAHMKOM, OTBETCTBEHHbIM 32 PaCCMOTPEHME
npeTeH3ni ()xanob) n NOAroTOBKY OTBETOB Ha HUX, KOTOPbIA PErnCcCTPMpyeT NpeTeH3unto (XKanoby) B XKypHane
perncTpaunm npeTeHsnn (xanob).

19. MNpeTeH3umn ()xanobbl) KnmeHTos, NnofaHHble B OTAene ob6cnyXnBaHUs KINEHTOB KoMMaHnK, a Takxe
OTBETbl Ha HUX NMOALUMBAIOTCA B OTAE/IbHYIO NankKy noj HasBaHWeM «lpeTeH3nn KnneHToB».

PaccmoTpeHune npeTeH3nit (xanob)

20. NogaHHble KnneHTaMn npeTeH3nn (kanobbl) paccMaTpmBaeT U 0TBETbI KOMNAHUN Ha HUX FOTOBUT U
MoAMNMMCbIBAaeT Ha3Ha4YeHHbIN pykoBoanTenem OTaena o6cny>XmMBaHNA KIMEHTOB COTPYAHMK, OTBETCTBEHHbIN 3a
paccMoTpeHune npeTeH3uin (xxanob) n NoaAroToBKY OTBETOB Ha HUX.

21. B nckIounTeNbHbIX Cllydasnx, Korga npeteH3nsa (xxanoba) KnueHTa apnsetcs o6beMHOn n (Man) HoOCUT
KOMMAEKCHbIN XapaKTep, Nocjie CornacoBaHMsa BONpoOCca C pykoBoauTenem KOpuanyeckoro otaesna npeTeH3nto
(>kanoby) KnneHTta paccMaTpUBaET U OTBET Ha HEE TOTOBUT COTPYAHUK KOpnan4eckoro oTaesia COBMECTHO C
Ha3Ha4YeHHbIM B COOTBETCTBUM € 20 NyHKTOM [paBua COTPYAHMKOM, OTBETCTBEHHbIM 3a PaCCMOTPEHME
npeTeH3nn ()kanob) n NoAroToBKY OTBETOB HA HUX.

22. Ecnn npeTeH3us (xkanoba) KnmeHTa cBsizaHa C HEHag/ieXXallumMm enCcTBUAMM COTpyAHUKa KoMnaHuu, o
NPMHSATOM peLlleHnn AoSHKeH 6biTb MPOMHMOPMMPOBAH COOTBETCTBYOLWNA COTPYAHNK KOMMaHUM 1 ero
HenocpeaCTBEHHbIN PYKOBOAUTENb.

23. Ecnm 3anpoc unun npeteH3nsa (xxanoba) 6binm nogaHbl No 31eKTPOHHOW novTe podderzhka@paysera.com:

23.1. oTBET Ha npeTeH3uto (>kanoby), MoNyYEeHHYIO MO 3NIEKTPOHHOW NoYTe, oTnpaBnseTca KnmeHTy C
3N1eKTPOoHHOM no4Thl podderzhka@paysera.com (oTBeT KoMnaHMM oTnpaBaseTcs Ha3Ha4YeHHbIM B
cooTBeTCTBUN C 20 NYHKTOM [MpaBui COTPYAHUKOM, OTBETCTBEHHbLIM 3a PaCCMOTPEHMNE NPeTeH3nn (XKanob) n
MOArOTOBKY OTBETOB Ha HUX);

23.2. Ha BCe 3anpochl, MOJIyYEHHbIE MO 3JIEKTPOHHOW no4vTe podderzhka@paysera.com, CaMOCTOATENIbHO NN C
MOMOLLbIO OPYrMX COTPYOHMKOB KOMMNaHWUM 0TBeYaloT coTpyaHuKn OTaena obCcnyxmBaHmMsa KJINEHTOB.

24. OtBeT KoMnaHmMM Ha npeTeH3unio (Kanoby), oTnpaBnseMbIn C 9N1EKTPOHHOW NoYThl pagalba@paysera.net, Bo
BCEX CalyYaax JoJhkeH 6bITb coraacoBaH C pykosoamTeneMm OTaena o6CcnyXmBaHUs KINEHTOB NN
pykoBoguTesnem nogpasfeseHns 3Toro oTaena.



25. MNpeTeH3usa (xxanoba) cuntaeTca pelweHHON, Koraa BbIMOJHEHbI BCe AENCTBUS MO YyCTpaHeHuto npobnemsl,
MPUHATHLI PELUEHUS U AaH OTBET KnneHTy.

26. PaccMoTpeB npeTeH3unto (kanoby), KomnaHna npuHUMaeT pelleHne npm3HaTb NpeTeH3unto (xanoby)
KnueHTa:

26.1. ynoBneTBopuMoi - KoMnaHus NnpusHaeT, 4To TpeboBaHMs KnveHTa ABASIOTCS 3aKOHHLIMU 1
060CHOBAHHbLIMW, Y MPUHMMAET Mepbl A4J1S1 X YA0BIETBOPEHUS;

26.2. YaCTUYHO yO0B/IETBOPMMON - KOMMNaHUS YaCcTUYHO yaoBneTBopseT TpeboBaHusa KnnenTa;

26.3. HeynoBsieTBOpuUMON - TpeboBaHUa KnneHTa sBNsOTCS HE0OOCHOBAHHbLIMUK U MO3TOMY HE MOryT ObITb
YLOBJIETBOPEHDI.

27. Ecnn npeTeH3usa (kanoba) KnveHTa bbina nogaHa yepes DNEKTPOHHY CUCTEMY PELLEHUS CMOPOB:

27.1. coTpynHuk OTaena obcny>XmBaHus KINEHTOB B TevyeHne 30 gHen Co AHA MOJyYeHUA NpeTeH3nn
(>kan06bl) B D/1EKTPOHHOM CUCTEME PELLEHMS CMOPOB NOAKIOYAETCSA K DNEKTPOHHOW CUCTEME peLlEHNS CNOPOB
M, eC/iM HEBO3MOXXHO A0roBOpUThbCA C KNMeHTOoM, npeaJsiaraeT yypexgeHue aasa peweHuns crnopoB - baHk
JINTBbI;

27.2. ecnn KNeHT corfallaeTcs Ha To, YTO npeTeH3nsa (xkanoba) byneT paccmaTpmBaThcs BaHKoM JINTBHI,
DNEeKTPOHHAas CUCTeMa peLLleHUs CNopPOoB aBTOMAaTUYECKM NepeckiiaeT NpeTeH3nio ()Kanoby) BaHky JINTBLI;

27.3. y4pexxgeHue rno peLleHnto Crnopos NpUHMUMaeT pelleHne B TedyeHne 90 agHen;

27.4. ecnn KnneHT n KoMnaHuma B TedeHne 30 AHeM He MOryT AOrOBOPUTLCS O Bbibope yypexxaeHns ons
pelleHns cnopa, npeTeH3ns (xxanoba) cHMTaeTCs HEAKTUBHOMN.

28. Ecnnm KoMnaHma npuHUMaeT pelleHne oTKasaTb B YA0BJIETBOPEHUN NPeTeH3nn ()Kanobbl) KnneHTta nnn
4aCTUYHO yO0BNETBOPUTL €ro npeTeHsunto (xxanoby), NMCbMeHHbIN oTBeT KoMnaHnm KnneHTy [oKeH
COOTBETCTBOBAThL Caeayowmm TpeboBaHnAM:

28.1. peweHne KomMmnaHum oTKa3aTb B YA0BJIETBOPEHUN NpeTeH3un (Kanobbl) (HaCTUYHOM yOOBNETBOPEHNN
npeTeH3nn ()anobbl)) AOHKHO BbITb MOTUBUPOBAHHbLIM, MOAKPENJIEHHbIM AOKYMEHTaMN (3TN OOKYMEHTbI (Ux
Konun) [oKHbI BbITb MPUNOXXeHbI K 0TBETY KoMnaHmnm), nonoxxeHnamm O6Lero orosopa Ha oka3aHune
MaaTeXHbIX YCAYr UIN 3aKOHOAATesIbHbIMW HOPMaMK; ecnin nNpeTeH3usa (kanoba) Knnenta ocnapueaeT
njaTeXHyH orepauunto, Kotopas Morna 6biTb OCyWeCcTBEHA MOLLIEHHWKAM 1 (Un) B pe3ysbTaTe
MOLLEHHNYECKNX gencTeuin, KomnaHms, paccMaTpuBas npeTeH3nto (kanoby), CTpeEMUTCA BbISCHUTL BCE
ob6CcTosATENLCTBA OCYLLECTBAEHNSA OCMAapMBaAEMON NaTEXHOW onepaunmn, KoTopblie MOryT NoMoyYb KoMnaHuu
Hagfexxawmm obpasomM n 06CToATENbHO OLLIEHNTb KaK Npouenypy NoATBEPXAEHUA NOASIMHHOCTY
oCrapuMBaeMon rNiaaTeXXHon onepaunmn, Tak U HamepeHne KnmeHTa oCyLWeCcTBUTb COOTBETCTBYIOLLYIO
naaTeXHyo onepauuio;

28.2. NUCbMeHHbIN oTBeT KoMnaHnm JoJ1XKeH cofepaTb MHGOopMaLLMio 0 Mepax Mo 3almTte NHTepecos
KnueHTa, BK/Il0Yas, HO He OrpaHN4YmMBasiCb BO3MOXXHbIMWU cnocobaMu pellueHns CNopoB 1 NpaBaMu; Koraa
KnneHT asnsaetcs lNosib30BaTeNneMm, B MMCbMEHHOM OTBETE eMYy YKa3blBaeTCs, 4TO pelleHne KoMmnaHuu
OTKa3aTb B yOOBJETBOPEHUN NMpeTeH3nn (XKanobbl) KnmeHTa nam 4aCcTUYHO YAOBIETBOPUTbL €ro NpeTeH3nto
(>xanoby) moxeT 6bITb 06>kanoBaHO B baHke JITBbI B Te4YeHMe O4HOro rofa co gHA noda4vyu KoMmnaHum
npeteH3nun (xkanobel) KnueHTa B nopsagke, yCTaHOBAEHHOM MpasuiamMm npoLenypbl BHecyAebHOro peLleHus
cnopoB B baHke JInTBLI MeXAy noTpebutenaMm n y4acTHUKaMn (OUHAHCOBOI O PbiHKA, YTBEP)XAEHHbLIMMU
pelwleHnem npasneHns baHka Jintebl Ne 03-23 «06 yTBEepxaeHUK MNpaBun npoueaypbl BHecyaebHoro pelieHns
cnopoB B baHke JInTBbI MeXx Ay noTpebutenaMm n y4acTHMKaMn (OUHaAHCOBOIrO pbiHKa» oT 26 saHBaps 2012 r.

29. Ecnm 6yneT yCTaHOBJIEHO TO, 4YTO NpeTeH3unsa (kanoba) KnneHta asnsetca obocHoBaHHOW (peLleHo
yOOBNETBOPUTb €€ MOSIHOCTbIO NN YaCTUYHO), N PUHAHCOBaA ycsyra Moraa bbiTb OKa3zaHa HeHaanexawmm
o06pa3oM, YTO HapyLLMIO 3aKOHHbIE OXKNAAHUSA U (MN) MHTepeckbl KnneHTa, B oTBeTe KoOMNaHum KnneHTy
OO0JIKHO ObITb Bblpa)keHO COXKaJieHne Mo NoBoAYy HEHaA/1e)Xallero oka3aHna (MHAHCOBOM YCAYr N NPUHECEHbI
N3BUHEHNS.

30. B oTBeTe KoMMaHUM 0 pelleHnn 0TKa3aTb B YA0BAETBOPEHUN NMpeTeH3un (Kkanobbl) KnneHTa namn 4acTuyHoO
YLOBNIETBOPUTbL €ro npeTeH3unto (kanoby) A0/KHO ObITb MaKCUMaNbHO YETKO U MOHSATHO pa3bAacHeHO KNneHTy,
noyeMy KomnaHusl NpuHsaaa Takoe pelleHne. Takxe B 0TBeTe MOryT ObiTb NMpeasiodKeHbl 40N0SHUTEIbHbIE
Mepbl, HanpaBJieHHbIE Ha NOBbILLIEHWE Y 0BNETBOPEHHOCTN KnneHTa yciyramMmm KoMmnaHuu,



[TMCbMa KOMMETEeHTHbIX OpPraHoB KacaTe/ibHO pelleHnsa CrnopoB C KaveHTamy

31. NMncbMa KOMMETEHTHbIX OPraHOB KacaTes/IbHO peLleHns CropoB C KNMeHTaMu perucTpupyoTcs B peecTpe
NoJsly4aeMbIX AOKYMEHTOB BO BHYTPEHHEN 3JIEKTPOHHOW CUCTEME yrNpaB/ieHUs OKYMEHTaMn B COOTBETCTBUU C
YCTaAHOBJIEHHbLIM NMOPSAKOM PErMCTPaL N MoJlyHYaeMbiX AOKYMEHTOB. [TMCbMa KOMMETEHTHbIX OpraHoB
perucTpupyeT aaMmHucTpaTop KoMnaHum.

32. AaMnHucTpaTop KoMnaHmm, 3aperncTpmpoBaB NMMCbMO KOMIMETEHTHONO opraHa KacaTesibHO cropa C
KnneHToMm, nepenaeT NMMCbMO UK NepechiIaeT ero no 3JIEKTPOHHONM No4yTe pykoBoauTesnto OTaena
06CnyXNBaHNSA KIIMEHTOB UM PYKOBOAUTESO COOTBETCTBYIOLLEr0 Nogpa3aeneHunst 3Toro otaesna, KoTopbii
He3amMeanuTelbHO NnepefaeT NMCbMO UK MEPEChISIAeT ero no 3JIEKTPOHHOW NoYTe Ha3HAYeHHOMY B
cooTBeTCTBMU C 20 NyHKTOM [paBua COTPYAHUKY, OTBETCTBEHHOMY 3a PAaCCMOTPEHMNE NMpeTeH3ui (Xanob)
KnneHTa n NOAroTOBKY OTBETOB Ha HUX.

33. Ecnum BaHk JlIuTBbl nepecbinaeT KomnaHnu npeTeH3unio (xkanoby) KnneHta nnm npocut KomMnaHmio
npefocTaBnTb 06bACHEHNA NO paccMaTpmBaeMoMy B baHke JInTebl cnopy:

33.1. Ha3Ha4YeHHbIN B cOOTBETCTBUM € 20 NYHKTOM [paBna COTPYOHMK, OTBETCTBEHHbIN 3a pacCMOTpeHune
npeTeH3ni (xkanob) KnmeHTa n NoaroToBKy OTBETOB Ha HUMX, 0643aH Co30aTb OTAE/IbHOE 3afaHNe B CUCTEME
yrnpassieHns 3agadyamMu KomnaHum «jira» n pa3MellaTb B HEM BCHO UHOpMaLMIO, CBA3aHHYIO C NPOLLEeCCOM U
BpeMeHeM npepnocTtassieHNa oTeeTa KnneHTy u baHky JINTBbI;

33.2. otBeT KomMmnaHun KnueHTy u (nnn) baHky JInTebl [osKeH 6bITh coraacoBaH ¢ KOpuanyeckmm oTaenom.

CpOoKW MpeaoCTaBeHNa OTBETOB Ha NMPeTeH3nn (Kanobbl)

34. KoMmnaHus, noay4mB npeTeH3nio (kanoby), KoTopasi ocnapuBaeT Npu3HaHUE NaaTeXHOW onepaunm
NOoATBEP>XXAEHHON A0JIKHBLIM 06pa30M, [0/XKHa He3aMeaJINTENbLHO U He NMo3aHee KoHLUa c/eayloliero paboyero
[IHS1 MOCJIe NoJlyYeHMs NpeTeH3nn (xxasnobbl) Ha4YaTb €e pacCMOTPEHME.

35. Mony4mB npeTeH3unto (xkanoby) KnneHta, KomnaHusa He nosgHee 4yem yepes 1 (oamH) pabouunin oeHb
nHopMmpyeT KnneHTa o TOM, 4TO ero npeTteH3na (xkanoba) nonyyeHa v 3apernctpupoBaHa B XKypHase
perncTpaunm npeteHsnn (xxanob), kotopbin BegeT KomnaHums.

36. Echm KnneHT gaBnseTca MNonb3oBaTenem, oTBeT KoMnaHuUM Ha npeTeH3unto (xkanoby) KnueHTta goskeH 6biTb
npenocTaBJ/ieH He no3gHee 4yeM yepes 15 paboymx gHen co AHS NonyvYeHUss MMCbMEHHOW NpeTeH3nn (XKanobbil).
Ecnv no He 3aBucalUM 0T KOMNaHUM Npu4nMHaM HEBO3MOXHO NPefoCTaBUTb OTBET B TeyeHue 15 paboymx
OHeNn, cnepyeT NpenoCcTaBUTb KNNMEHTY NpeaBapuUTEesbHbIA OTBET C YKa3zaHMeM NPUYnHbLI 3a0EePXKKU N CPOKa, B
KoTopbI ByneT npefocTaB/ieH OKOHYaTesIbHbIA OTBET. BpeMs npefocTaBieHNs OKOHYaTEeIbHOr0 OTBETa He
MOXXeT npesBbiwaTh 35 paboynx gHEN co AHA NONyYEeHUS NUCbMEHHON NpeTeH3un (Kanobsbl).

37. Ecnn KnneHT He aBnaeTca MNonb3oBaTesieM, oTBeT KoMNaHUM Ha npeTeH3nto (kanoby) KnneHta ponxkeH
ObITb NpenocTaBsieH He no3gHee 4eM Yyepe3 30 KasleHAapHbIX OHEN CO AHA NOJIyYeHUs npeTeH3nmn (>kanobbi).

38. MNocne npenoctaBneHna KoMmnaHuen oTeeTa Ha npeTeH3nto (xkanoby) KnuenTa, pykosoautens OTaena
06CNy>XKNBaHUA KJINEHTOB, PYKOBOANTEIb COOTBETCTBYIOLLEr0 NoApa3fesieHns 3Toro oTaena nin
Ha3Ha4YeHHbIN B COOTBETCTBUM € 20 NYHKTOM [MpaBua COTPYAHMK, OTBETCTBEHHbLIN 32 paCCMOTPEHME NpeTeH3un
(>kano6) KnmeHTa n NOArOTOBKY OTBETOB Ha HUX, 3aMNonHAeT XKypHan perncrpaunm npeteHsun (xxanob),
yKa3blBas B HEM JaTy oTBeTa KoOMMaHuM 1 npefocTaBfisfs KpaTKUN KOMMEHTapuii 0 peLleHHON NpeTeH3nu
(>xanobe) KnueHTa.

39. OTBeTbl Ha MMCbMa KOMMETEHTHbIX OPraHOB KacaTesIbHO PELLUEHUIO CMOPOB ¢ KnneHTaMu nNpeaocTaBasioTcs
B TeyeHune 30 KaneHOapHbIX AHEN CO AHSA UX MoJlyYeHnsa KoMnaHuen, ecnm B 3TUX NUCbMax He YyCTaHOBJIEH
WNHOW CPOK NpefoCcTaB/ieHns OTBEeTa.

XpaHeHve npeTeH3nn (xxaaob) n OTBETOB Ha MPeTeH3nn (Kanobhbl)



40. MNpeTeH3nn (>xanobbl) KNneHToB 1N 0TBETHI Ha NpeTeH3un (Kanobbl) xpaHaTca B paboyen cucrteme
«Zammad». IHhopMaumna o npeTeH3nm (xanobe) KnmeHTa Co CCbINKON Ha cucTeMy «Zammad» Takxxe
oTobparkaeTcs B y4eTHOM 3anucu Knnenta B Cucteme.

41. NpeTeH3un (>Kkanobbl), NONy4YeHHbIE OT KOMMNETEHTHbIX OPraHoB, a Tak)XXe O0TBETbl KOMMNaHUnM Ha 3Tn
npeTeH3umn ()Kanobbl) perucTpupyoTCs B COOTBETCTBMM C YCTAHOBJIEHHbBIM NMOPSAAKOM pPerncTpauum
MoJly4aeMbixX 1 oTrpaBasieMbix NMceM KOMMaHum 1 XpaHSaTCs BO BHYTPEHHEN 3N1eKTPOHHOW cnucteme
yrnpaB/ieHnss JOKYMEHTaMu.

3aKAYNTESIbHBIE MOJTOXXEHWS

42. NpuHAB peweHne Npu3HaTbh NpeTeH3nio (xKanoby) KnneHTta yaoBNETBOPUMON MU HaCTUYHO
yaoBneTBopuMon nMbo nonyyms 3aMme4aHNsd KOMAETEHTHbLIX OPraHOB OTHOCUTENIbHO HECOOTBETCTBMUSA
npenocTaB/iSeMbIX YCJYr MPaBOBbIM aKTaM NN OKYMEHTaM KOMMEeTEeHTHbIX OpraHoB, KoMnaHnsa npuHMMaeT
Mepbl N8 YCTPaHEHUS BbISABAEHHbIX HEAOCTAaTKOB N UCK/IIOYEHNS BO3MOXXHOCTU BOSHUKHOBEHMWSA aHaN0rNMYHbIX
npeteHsnn (>kanob) B byayLiem.

43. NaHHble MpaBuia yTBEPXKAATCA U MEHATCS NPUKa30M reHepanbHOro gmpektopa KomnaHum.

44, OaHHble MpaBuia NepecMaTpmMBaloTCs 1, NpM HEOBXOANMOCTU, MEHSAIOTCSA He peXxe YeM OAWH pa3 B ABa
rofa wian Yauie (Hanpumep, Npu n3ameHeHnn TpeboBaHUM 3aKOHOAATENLCTBA U B Clydae OPYrux 3HAYMMbIX
cobbiTnin).

45. PykosoauTtenb OToena O6Cﬂy)KI/IBaHVIﬂ KNMeHToB KOMMaHUM oTBeYaeT 3a BHeceHune I'IpeD,J'IO)KeHI/IIZ
reHepasibHOMYy anpekTopy KoMnaHum nnm |'Opl/lﬂ,l/l‘-IeCKOMy oTAeny OTHOCUTesNIbHO usMmeHeHus lMpasun.

Mpasuaa NpenbsaBaeHUs U PacCMOTPEHNS NpeTeH3nin (kasiob) KAMeHToB (Bepcus, AencTeosasLias fo 18-03-
2022)

MpaBunaa NpedbaBaeHUA U PacCMOTPEHWA NpeTeH3un (kanob) KIneHToB (Bepcusd, AencTBoBasLasn 4o 26-08-
2024)
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