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O6HOBNEHHLIA AOrOBOP BCTYNWUA B cuay: 18-03-2022

[TpaBuia NPenbABAEHNS U PAaCCMOTPEHNS NpeTeH3unin (Kanobd)
KIVEeHTOB

Obuwme NonoXeHums

1. MpaBuna NpenbsaBAEHUSA U pacCMOTpeHUS npeTeH3ni (xxanob) KnneHtos (ganee - Npasuaia) onpenensoT
TpeboBaHMNA K MPegbaABAEHNIO N PAaCCMOTPEHUIO NMpeTeH3uin (xxanob) KnneHTos, a TakXe NpenoCcTaB/EHNIO UM
oTBETa.

2. LUenb MpaBnn - opraHnsoBaTb nNpouecc obpaboTkn npeTeH3uin (xxanob) KnmeHToB cnpaBeasinBbIM,
3P PEKTUBHBLIM 1 AO/HKHLIM 06pasomM.

3. Mcnonb3yemsble B [paBmiax NOHATUA:

3.1. YupexpeHue - N1LeH31MpoBaHHOE NpeacTaBuTensCTBO Paysera, 3aperncrpmpoBaBluee KnneHTta B
Cucteme.

3.2. KnueHT — (h13mnyeckoe InLLI0, KOTOpPOe 3aperncTpmpoBasiock B CucteMe 1 co3nasio YYeTHYIo 3amnunch.

3.3. MpeTeH3usa (xxanoba) - NnucbMeHHoe obpalleHne KnneHTa B YYpeXkaeHne, B KOTOPOM YKa3biBAeTCs, YTO
HapyLLEeHbl NpaBa WM 3aKOHHbIE UHTEPECHI LA, CBSI3aHHbIE C NPeaoCTaBeHMEM YCAYT YUpeXxaeHns nnm
3aKJIIOYEHHBLIMU C YUYpexxAeHnemM OoroBopaMu, 1 ecTb Npockba yaoBneTBopuTh TpeboBaHus KnneHTa.

3.4. PaccMoTpeHue npeTeH3un (xxanob) - nesTenbHOCTb COTPYAHUKOB YypexxaeHuns, BKatoYatoLwas B cebs
npuem 1 perncTpaunio npeTeHsmni (anob), ycTtaHoBNEHME CYyTU NPETEH3UI ()Kanob), a Takxe NOArOTOBKY U
npepocTaBneHne oTeeTa KIneHTy.

3.5. PerucTtpaumoHHbIA )XXypHan npeteH3un (>kanob) - )KypHas, B KOTOPOM PErnCTPUPYOTCA NMPeTeH3nNn
(>kanobbl), monyyveHHble 0T KINMEHTOB HanNpAMYto, MO NOYTE, 3/IEKTPOHHOW MOYTE AN OPYT MU SNEKTPOHHbIMU
cnocobamu.

3.6. OTBeT - NpefocTaB/eHHbI KNMEHTY B MMCbMEHHOM BUAE OTBET Ha NOCTaBJIEHHbIE UM BOMPOCHI U (1n)
BbIABMHYTble UM TpeboBaHuUs.

3.7. Monb3oBaTenb - pu3nyeckoe (YaCTHOE) INLO, KOTOPOE MOJIb3yeTCs ycayraMu YY4pexAeHuns B Lensax, He
CBSA3@aHHbIX C TOproesaen, 6U3HeCoM nam NpoPeccnoHaIbHON AeATEeNIbHOCTbLIO L.

3.8. CucTteMma - nNporpaMMHoOe peLleHne Ha NpuHagnexxalwmnx Paysera canTtax, pa3BmBaeMoe 1 UCrnosibayemoe
Paysera ong npefoctaBfiieHUs CBOUX YCIyr.

4. MNMpasnna He NPUMEHATCA B CliefyloLWwmx cyyasnx:

4.1. yka3zaHHas B npeTeH3nn (xanobe) KnneHTa 0edaTeNbHOCTb YUpPEXXAEHUA He perynmpyeTcs cneumanbHbiMn
3aKOHaMM 1 He KOHTPOJIMPYETCSl HAaA30PHbBIMU OpraHaMu, Uan

4.2. YypexxaeHue He HeceT OTBETCTBEHHOCTb 3a OCYyLLIEeCTBJ/IeHME AesaTeslbHOCTU, YKa3aHHOW B NPeTeH3nn
(>kanobe) KnneHTa.


https://www.paysera-ks.com/v2/ru-XK/index

[MpenbaBneHne npeteHsunn (xxanob)

5. KnmeHT MoXXeT NpeabaBuTb NMPeTeH3unto (xkanoby) nnueH3npoBaHHOMY NpeacTaBMTeNnbLCTBY Paysera,
KOTopoe 3aperncTpupoano ero B Cucteme, cnegytowmmm cnocobamu:

5.1.«Paysera LT», UAB:

5.1.1. B LleHTpe obcny>xmBaHus knmeHToB YupexxaeHna no agpecy «Paysera LT», UAB, np. Pilaités 16, LT-04352,
BunbHiOC;

5.1.2. no noyTte (appec: «Paysera LT», UAB, np. Pilaités 16, LT-04352, BunbHtoC);

5.1.3. no anekKTpoHHOM no4Te (agpec: podderzhka@paysera.com);

5.1.4. B cucTeMe UHTEPHET-YCaYr YypexxaeHnsa www.paysera.lt, 3anosHne oopmy 3anpoca (BbibpaTb pa3gen
«HanuncaTb coobueHne»);

5.1.5. B aneKTpoHHON cncteme EBponenckon Komnccnm , co3gaHHoOM ANa peLeHns CNopoB, CBA3aHHbIX C
3aKJII04YEHHbIMU N0 UHTepHeTy norosopamu . Mepen nopayein xanobbl B 3NEKTPOHHON CUCTEME peLLeHMs
CNOpPOB peEKOMeHAYeTCA 06paTUTLCA B YupexxaeHune.

5.2. Paysera Kosova SH.P.K.:

5.2.1. B LleHTpe obcny>xmBaHus knneHToB YupexxaeHnsa no agpecy Rr. Luan Haradinaj H21/8 nr 4, MpuwTunHa,
KocoBo;

5.2.2. no noyTte (agpec: Paysera Kosova SH.P.K., Rr. Perandori Justinian, No 132, 10000 MpuwTnHa, Kocoso);
5.2.3. no aneKTpOHHOM Nno4Te (agpec: support@paysera-ks.com);

5.2.4. B CUCTEME MHTEpHeT-ycnyr YupexaeHus www.paysera-ks.com &, sanonHue dopmy 3anpoca (BbibpaThb
pa3saen «HanucaTb coobuieHnes);

5.2.5. B 3/IeKTPOHHOM cucteme EBponenckoin Kommccum , Co3aHHON ANs peLleHns CrnopoB, CBA3aHHbIX C
3aKJII04YEHHbIMM N0 UHTepHeTy gorosopamu . Mepen nopayein xanobbl B 3NEKTPOHHON CUCTEME peLLeHus
CMNOpPOB pekoMeHAyeTcsl 06paTUTLCA B YUpexxaeHue.

5.3. Paysera Albania SH.P.K.:

5.3.1. B LeHTpe obcnyxuBaHna KIMeHToB YupexaeHus no agpecy AnbaHnsa, TupaHa, Njesia Administrative Nr.
2, Rr. Fadil Rada, Pallati Donika, Kati i treté;

5.3.2. no noyTte (appec: AnbaHus, TupaHa, Njesia Administrative Nr. 2, Rr. Fadil Rada, Pallati Donika, Kati i treté);
5.3.3. no anekKTpoHHOM no4Te (agpec: support@paysera.al);

5.3.4. B cucteme MHTEpHeT-ycnyr YypexxaeHmsa www.paysera.al, 3anonHue dopMy 3anpoca (BbibpaTb pa3nen
«HanuncaTtb coobLieHune»);

5.3.5. B 2/1eKTpOHHON cucteme EBponenckon Kommccum , co3gaHHOM AN peLlieHns CNopoB, CBA3aHHbIX C
3aKJII04EHHbIMW N0 UHTepHeTy aorosopamu 8. Mepen nopayein xanobbl B 3N€KTPOHHON CUCTEME peLleHus
CNopoB pekoMeHayeTcsa 0bpaTnThCA B YUpexaeHue.

6. Mpun NnpegbaBAeHNN NpeTeH3nn ()xanobbl) KNneHT gosxen:
6.1. ykaszaTb nMma, paMuInio Uinm HasBaHMe KoOMNaHuu;

6.2. yKaszaTb agpec KnmeHTa;

6.3. yKasaTb OaTy npeabsBaeHus npetTeH3nmn ()xanobbl);

6.4. N3N0XKNTb CYyTb NPeTeH3un (xanobbl), T. €. yKasaTb, Kakme npaBa UIN 3aKOHHbIE MHTepechl nua bbln
HapyLUEHbI;

6.5. N310XKNTb CBOU TpeboBaHMS K YUYpexAeHuIo;
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6.6. NpefoCcTaBUTb ApPYyrne nMeLmnecs OKYMeHThl, CBA3aHHbIe C NpeTeH3nen (xanobon), ecnm 3To
Heobxoaunmo;

6.7. YKa3aTb KOHTaKTHble faHHble 3a9BUTeNd: HoMep TenegoHa v agpec 3. noyThl;

6.8. Ecnm Jo/mKHbIM 06pa30M He 3anojiHeH XoTsa 6bl 0gNH U3 06A3aTeNbHbIX MYHKTOB, YupexaeHue nmeet
npaso NONpocuUTb KnneHTa OOMNONHNTE NpeTeH3unto ()Kan06y).

PaccmoTpeHue npeTeH3nit (xanob)

7. Mony4yeHHbIe NPeTEH3MN PErNCTPUPYIOTCSA B PErMCTPaLMOHHOM XXypHase npeTeH3unin (Xkanob), B KOTOpoMm
coaep)xaTcsa cneayoline NoaTBEP)KAeHHbIe AaHHbIe:

7.1. nm4a, hpamnnma KnmeHTta nam HasBaHme KOMMaHuu;
7.2. yKa3zaHHbIN B NpeTeH3un (kanobe) appec;

7.3. naTta n cnocob nonydyeHns npeteH3nunm (Kanobbl), a TakKe UM U PaMUINs NPUHABLLENO NPETEH3UI0
(>kanoby) coTpyaHuka;

7.4. KpAaTKO U3JI0XKEHHAs CyTb NMpeTeH3un ()xanobbl);

7.5. ycnyra YupexaeHus uin ee 4acTb, KOTOpas SBASETCS NpeaMeToM »Kanobbl;

7.6. paTa npepocTaBneHnsa oteeTta KnmeHTy;

7.7. OKOHYaTeNbHbIN pe3ynbTaT (pelleHne) paccMoTPeHUst NpeTeH3nn (XKanobbl).

8. MNpeTeH3una (xanoba) He MPUHUMAETCS, HE PEFNCTPUPYETCHA U HE pacCMaTPUBAETCS, ECIN:
8.1. npeTeH3unsa (xkanoba) He cooTBeTCTBYET TPpeboBaHUSAM NYHKTOB 5 1 6;

8.2. copgepxauwasncs B npeTeH3un (xxanobe) nHHopMaLUs ABASETCS HEMNOJIHOW, Hepa3bopyunBon nnun
HEMoHATHON. N0 BO3MOXXHOCTW, OTBETCTBEHHbIN COTPYAHUK YYperKaeHNa OO/HKEH NONPOCUTbL KnmeHTa
YTOYHUTb MHGOPMaLULO.

9. MNpeTeH3una (xxanoba) KnnmeHTa paccMaTpMBaAETCS B COOTBETCTBUM C 3aKOHOAATE/IbCTBOM CTPaHbI
JIMLIEH3UPOBAHHOIO NpeacTaBMTeNbCTBA Paysera, KOTopoe 3apeructpuposasno KnveHta B Cucteme, u
NPUHLIMMNAMWN YECTHOCTW, CNPaBeaIMBOCTU N YBAXKEHMUSA K JIMYHOCTH.

10. lMpeTeH3nn (>kanobbi) paccMaTpnBalkOTCA U OTBETbLI Ha HUX NPeanoCTaBNAOTCA B CJieAyloulemM nopangke:

10.1. ecnn KnneHT siBnsieTcsa MNonb3oBaTeneMm, YupexxaeHne pacCMOTPUT NPETEH3UI0 B TeveHne 15
(naTHaouaTn) pabo4ynx OHeEN co OHSA ee NosyyeHus YupexxaeHneM, 3a UCKIYEeHNEM Cy4YaeB, Koraa
YupexxaeHne He MOXKeT NpefoCcTaBUTb OTBET B TeveHue 15 (naTHaguaTtn) pabounx AHen no He3aBUCALWUM OT
Hero nNpuyYMHam. B TakoM cnydae YupexaeHune npenoctasnseT [Monb30oBaTeNl0 HEOKOHYATE bHbIN OTBET U
YKa3blBaeT NMPUYMHY 3a4epP>KKW, a TakKXKe CPOK, B KOTOPLIA ByaeT npenocTaB/ieH OKOHYaTesNbHbIN OTBET. B
ntobom cnyvae Cpok NpeaocTaBieHns OKOHYaTeIbHOro OTBETA He A0J/IKEeH npeBblwaTh 35 (TpuauaTv NATH)
pabounx gHen;

10.2. ecnn KnueHT He aBnaeTca Monb3oBaTeneMm, YYpekaeHne pacCMOTPUT NMpeTeH3uto B TeveHne 30
(TpnauaTn) OHEN Co AHA ee NoJlyYeHUs YYpeXxaeHNeM, 3a UCKIIoYeHNeM ciy4vyaeB, Korga aJ1s pacCMoTpeHuns
npeTeH3umn ()xanobbl) HEO6X0AMMbI AOMOJIHATESIbHbIE OKYMEHTbI NN MHOPMALUNS, UK Opyrue
oba3zaTenbHble 018 YYpexxAeHNs akTbl, CBSI3aHHbIE C MPeaoCcTaB/eHneM Ycnyr (HanpmuMmep, npaBusia
MEXYHAPOOHbIX OpraHn3aL i NaaTeXHblX KapT) NpeaycMaTpuBaloT UHbIE CPOKMU.

11. Ecnum npeTeH3uns (xKanoba) He MoXKeT ObITb PACCMOTPEHA B CPOKU, YKa3aHHble B MyHKTe 10 AaHHbIX
MpaBun, YupexaeHue yBegomnseT KNneHTa o NpudnHax u npy HeobxoammMocTy NpocuT NpenocTaBmTb
JNOMOJIHUTENbHYIO NH(OPMALIVIO, YKa3biBaa AaTy NpenocTaBieHnst OTBETA Ha ero npeTeH3uto (xxasnoby).

12. Mocne paccMOTPEHMS NpeTeH3nn (Kanobbl) pelieHne oTHOCUTENIbHO ee 060CHOBAHHOCTN 0hOpPMIAETCS B
NMUCbMEHHOM Buae, T. e. KNMeHTy npefocTaBnseTcs NMMCbMEHHbLIN OTBET.



13. Ecnun npeTeH3uns (xxanoba) KnmeHTa He y0BNETBOPSAETCS AN YO0BNETBOPSAETCSH YaCTUYHO, B
npenocTtaBnsieMoM KNnMeHTy OTBETE YKa3bIBalOTCA MOTUBbI TaKOro peLleHns, a TakXe NHble Mepbl Mo 3awmTte
MHTepecoB KnneHTa, BKJIIOYas, HO HE OrpaHNUYMBasCb BO3MOXHbIMU crnocobaMu pelleHns CNopoB U MpaBaMm Ha
X yperynamposaHue.

14. OTBeT KnneHTy npenocTaBaseTCcs No TOMY »Ke KaHaly, No KoTopoMy Bblsla nonyvyeHa npeTeH3us (xkanoba),
eCcnn ToNbKO KNEeHT He yKa3asl MHOW KaHas NoJly4yeHusa oTBeTa.

15. MNpeTeH3umn ()xanobbl) KNMeHTOB 1 CBA3aHHbIE C UX PACCMOTPEHUEM MaTepuabl, LOKYMEHTbI U
npefocTaBNeHHbl KNNeHTY OTBET XPaHATCS He MeHblue 3 (Tpex) IeT Co AHA npenocTaBneHns KnneHTy
OKOHYaTEesIbHOro OTBETA.

3aK/H04NTEIbHbIE MOT0OXKEHNS

16. [aHHble MpaBuia HaXxoOATCS B OTKPbITOM AOCTYMNe Ha canTe YypexaeHus.

17. Ecnu KnneHTa He y0BIeTBOPUT MNPUHATOE YYpexxaeHNeM pelleHmne, OH BrpaBe BOCMNOJIb30BaThCs APYruMin
NMpaBoOBbIMMK Crocobamu 3aLMTbl CBOUX NUHTEPECOB N 06paTUTLCS C XKaobol B COOTBETCTBYIOLLNA OpraH,
KOTOpPbI CNegnT 3a AeATeNIbHOCTbIO YUpeXaeHus:

17.1. KacaTenbHo «Paysera LT», UAB:
17.1.1. B baHk JIutebl (agpec: yn. Totoriy 4, LT-01121 BunbHtoc) cneayowmmm cnocobamum:
17.1.1.1. 4epe3 3/IEKTPOHHYIO CUCTEMY paccMoTpeHus cnopos «Elektroniniai valdzios vartai»;

17.1.1.2. 3anonHuB chopmy obpalleHnsa noTpebutensa n otnpasme ee B Cnyxby no Hansopy baHka JInTebl No
agpecy: yn. Totoriy 4, LT-01121 BunsHioc, 3a. noyTa pt@lb.It nan info@lb.It;

17.1.1.3. nonas 3asaBneHne B ceobonHom chopme B Cnyxby no Hanzopy baHka Jinteekl, yn. Totoriy 4, LT-01121
BunbHtoc, an. noyta pt@lb.It nnm info@Ib.lt.

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

17.2.1. B UeHTpanbHbIn 6aHK KocoBo (aapec: Rr. Garibaldi 33, MpuwTnHa, 10000, KocoBo) cnenyoLlwmnmm
cnocobamu:

17.2.1.1. yepe3 3NEKTPOHHYIO CUCTEMY paccMoTpeHus cnopos https://ankesat.bgk-kos.org;
17.2.1.2. no no4Tte (appec: Rr. Garibaldi 33, MpuwTnHa, 10000, Kocoso);

17.2.1.3. 3aperunctpupoBaBb xanoby B LleHTpanbHoM baHke Kocoso (agpec: Rr. Garibaldi 33, MpuwTnHa, 10000,
KocoBo);

17.2.1.4. no hakcy.

17.3. KacaTenbHo Paysera Albania SH.P.K.:

17.3.1. B baHk AnbaHun (agpec: «Sheshi Skénderbej» No. 1, TupaHa, AnbaHuns) cnegyownmm cnocobamu:
17.3.1.1. no no4yTe (apgpec: Rruga e Dibrés, Kompleksi «Halili», Section A, TupaHa);

17.3.1.2. no an. noyTe public@bankofalbania.org.

18. Ecnun He yaanoch peLwnTb Crop MUPHbLIM MyTeM UK ApYyruMmm HecynebHbiMn cnocobamum, cnop B
YyCTaHOBJIEHHOM 3aKOHOM MOpsAKe pellatoT Cybl N0 MECTy PerncTpaumnm YupexxaeHus.

MpaBuia NpegbaBAEHUA U PACCMOTPEHMA NpeTeH3un (Kanob) KINEHTOoB (Bepcusa AeNCTBUTENbHA A0
18.03.2022)
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