paysera

OHosneHun forosip HabyB YMHHOCTI: 26-08-2024

BHYTPIWHI NpaBuia NPUNOMY Ta PO3raany npeTeHs3in (Ckapr)
KNIEHTIB

3araJibHi MOJIOXKEHH4A

1. MeToto BHYTpIilWHIX NpaBua NpMrnoMy Ta po3rnsaany npeTeHsin (ckapr) knienTis Paysera LT, UAB (pani -
MNMpaBunna) € 3abe3neyeHHs BUCOKOT AKOCTi 06cnyrosyBaHHSA KNieHTiB B Paysera LT, UAB (gani - KomnaHis)
LWASXOM eheKTUBHOMO PO3rasAy NpeTeHsii (CKapr) KNiEHTIB Ta BMPILLEHHSA NOB'A3aHNX 3 HAMU NUTaHb.

2. MNpaBwnna 3aCTOCOBYIOTLCA A0 BCiX MPETEeH3in (CKapr), OTPUMaHUX Yy 3B'A3KY 3 KJIIEHTCbKOO NiATPUMKOIO, i
MOLUNPIOIOTBLCA Ha AKICTb Ta KOHTPOJIb BUPILLEHHSA NMpeTeH3in (ckapr).

3. MpeTeH3sii (ckaprn) Wono cnipHnx onepawin, 3aincHeHnx KnieHToMm, NpnnMatoTbCs, PEECTPYIOTLCA Ta
po3raafatTbCa BiANOBiAHO 40 LuXx Mpasu.

4. LleHTp NigTPUMKM KNIEHTIB Ta iHWI BignosiganbHi NpauiBHMKKn KoMmnaHii, ki 6epyTb y4acTb B 06pobui Ta
BUPILLEHHI NpeTeH3ii (Ckapru), NoBUHHI ByTn o3HanomneHi 3 NMpasunamun Ta 4OTPUMYBATUCS iX.

5. TepMiHU, WO BUKOPUCTOBYIOTLCA B MNpaBunax, MaloTb TaKi 3Ha4YEHHS:
5.1. BipnoBigb - NMCbMOBa BiAMNOBIAb, WO HAaAAETLCA KNiEHTY Ha NoCcTaBNeHi NuTaHHA Ta/abo Bumorn.

5.2. KomnaHia - Paysera LT, UAB (kopg topngun4dHoi ocobmn 300060819, ko nnatHuka MAB LT10001261114,
Micue3HaxoaxXeHHs: np-T Minantec, 16, BinbHioc, JInToBCbKa Pecnybnika).

5.3. OHnavH nnartdopmMma Anna BUpPILLEHHA CyNnepeyvyokK - efieKTPoHHa niaaTtdopMa, cnpsiMoBaHa Ha AOMNOMOry
KopucTtyBadaM y BUPILLEHHI CynepeYok, Wo BUHUKATb 3 OOr0BOPIB, YKJaAEHMX B IHTEpHETI.

5.4. KnieHT - hiznyHa abo opngndHa ocoba, aka 3apeecTpoBaHa B cuctemi KomnaHii Ta ctBopuna obnikosumn
3anuc.

5.5. MpeTeHsia (ckapra)) - nnceMoBe 3BepHeHHS KnieHTa o KoMnaHii, B AKOMy 3a3Ha4va€eThCs, Wo npasa abo
3aKOHHI iHTepecn ocobu 6ynn nopylueHi y 3B'A3Ky 3 nocayramu, Wo HagaTbca KoMmnaHieto, abo yknageHnMmum
[loroBopamMu, Ta MiCTUTbCS BUMOrra 3a40BOJIbHUTU MPETEH3iT KNIiEHTa.

5.6. )KypHan peecTpauii npeTeHsin (cKapr) - XypHas, B AKOMY PEECTPYIOTbCA NpeTeHsii (CKkaprun), oTpnMaHi
6e3nocepenHbLO Bif KNiEHTIB MOWTOO, €N1eKTPOHHOI NOLWTOK abo iHWNMK eneKTPOHHUMMK 3acobamu. Lien
XXYPHan peecTpalii BegeTbCa B e/IEKTPOHHOMY BUMIS4i Ta NybnikyeTbcsa B IHTpaHeTi KoMnaHil.

5.7. 3anuT - 3anuT abo npoxaHHA, 3pobneHe KnieHTOM B yCHin abo nncbMOBI (hopMi CTOCOBHO nocayr abo
NigTPUMKU, LLLO HafatoTbCAa KOMMNaHie, KO BUpilleHHsA 3annTy abo NnpoxaHHA € HeCcKAagHWM, i BignoBigb
Moxxe byTn HagaHa HeramHo abo NTaHHA MoXke ByTu BUpilLleHe B XOA4i KOHTAKTY 3 KJTIEHTOM


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

5.8. KopucTtyBau - hiznyHa (nprBaTHa) ocoba, ska KOPUCTYETLCA nocayraMmm KoMnaHii B LinsX, He MoB'a3aHmX
37l NigNPMEMHNLBbKOI, KOMepLUinHOo abo npodecinHoo aisnbHICTIO.

PeecTpauid NnpunoMy Ta po3radny npeteHsin (ckapr) KNieHTIB

6. KnieHT MOXXe nogaTu 3anuT y NUCbMOBIN hopMi (HaficnaBLIn eNneKTPOHHUI NUCT Ha aapecy
dopomoga@paysera.ua abo nowToto 3a aapecoto: np. Pilaités 16, BinbHIOC), yCHO (Mo TenedoHy), Yyepes
MnatdgopmMy BMpilLeHHS cnopiB oHNanH abo ocobucTo y BigAini NiATPUMKKN KNIEHTIB 3a agpecoto: np. Pilaités 16,
BinbHioC.

7. Bci 3anuTK Big KnieHTiB, Wo HaaxoaaTe Ao KoMmnaHii, 06pobnaoTbca BignosiaHO 00 MNopagky peecTpauii Ta
06cNyroByBaHHSA KIIEHTIB.

8. Ha 3anunTtun JinienTis, 3pobneHi B ycHin dopmMi (TenecdoHom abo B LleHTpi NigTpUMKN KNIEHTIB), BiANOBiAb Ta
HeobxigHa iHpopMaLia HagaeTbCA Nig Yac PO3MOBU. AKLLO Ha YCHUN 3anMNT HEMOXXIMBO HadaTW HeramHy
BiAMNOBiIAb Ta iHopMaLito, NpaUiBHUK LLeHTpy NiATPUMKN KAIEHTIB NPOCUTbL KnieHTa nogaTv 3annT Yy NMMCbMOBIN

dopMi..

9. OTpuMaBLIN NUCbMOBE 3BEPHEHHA KnieHTa, npauiBHUK LleHTpy NiATPMMKN KNIEHTIB caMOCTinHO abo i3
3a/ly4eHHAM MpauiBHUKIB iHWNX Big4iNniB opraHisyBaTh Ta 3abe3nedynTn HagaHHSA SKiCHOI Ta BUYEpPMHOI
BiAMoBifi (iHpopMauii) KNiEHTY.

10. S0 NUCbMOBE 3BEPHEHHSA BiANOBIAAE KpUTEpPiAM NpeTeHsii (CKapru), npauiBHUK LLleHTpy NigTpuku
KNIEHTIB, AKNIN Haga€ gonomMory KnieHTy, No3HavYa€e Noro sk npeTeHsito (ckapry) B cuctemi "Zammad" i He
Mi3Hiwe HacTynHoro po6o4oro gHA nepena€ Moro npauiBHUKY, NpuU3HadYeHoMy BianosigHo go n. 20 Mpasun
po3rnany NpeTeHsin (Ckapr) Ta NiAroTOBKW BigNoBiAEN Ha HUX, SSIKUIA PEECTPYE NpeTeHsito (CKkapry) B XXypHani
peecTpauii npeTeHsin (ckapr).

11. KnieHTw, aKi BBa)katloTb, L0 iX NpaBa abo 3aKOHHi iHTepecn NopyLleHi BHACNiAOK HEMPABOMIPHUX i
KomnaHii abo 1i npauiBHMKIB, MatoTb MpaBo 3BepHYTUCA A0 KoMNaHii 3 npeTeH3i€to (CKaprot) y Takmn cnocib:

11.1. 3anoBHMBLUK NMPEeTEeH3ito (CKapry) Ta nepenasLwu ii 4o Bigainy nigTpumkn KnieHTiB KoMmnaHii 3a agpecoto:
np. Pilaités 16, BinbHtoc;

11.2. HagicnaBLwin npeTeHsilo (Ckapry) nowToto 3a agpecoto: np. Pilaités 16, BinbHioC;

11.3. LUnaxoM HaacCuaHHA eNeKTPOHHOro INCTa Ha agpecy dopomoga@paysera.ua. 3 MeTow igeHTudikawii
KnieHTa npuimMatoTbCs TiNbKN NpeTeH3ii (ckaprun), HagicnaHi 3 0cobucToi eNeKTPOHHOI NOLWTKY KJiEHTA,
3a3HaveHoi B 06/1ikOBOMY 3amnunci KNieHTa;

11.4. Ha canTi koMmnaHii www.paysera.lt, 3anoBHUBLUX hOpMYy 3annTy, po3MilleHy B po3aini "Hagicnatn Ham
noBiOOMNIEHHSA",;

11.5. Yepes NnaTdopMy BMpilLEHHA CNOPIB OHNANH 3a NocuiaHHAM: https://webgate.ec.europa.eu/odr.

12. MpeTeH3ito (CKapry) MoXxe noaaTn yNoBHOBa)KeHUN npencTtaBHUK KnieHTa (Hanpuknag, agBokKaT, SKUin
NpeacTaBlISIE IHTEpeCn KJiEHTa). Y TaKoMy BUMNafKy YNOBHOBaXkKeHa ocoba NoBMHHa HafaTu OOKYMEHTH, WO
nigTBEPOXYIOTb il MOBHOBA)XEHHSA AiAaTW BiA iMeHi KnieHTa (Hanpuknag, ooBipeHicTb abo iHWWin foroesip npo
npeacTaBHULTBO). [lOKYMEHT, L0 YNOBHOBaXXY€E 0CcoBy AiaTK Bif iMeHi KNi€eHTa, KOMIOETLCS, 3aCBiAYYETLCA
BiAMNoBigasbHUM NpauiBHMKOM (3 NMpocTaBaeHHaM wTamny "Konia 3aceigyeHa" Ta npissuwa, imeHi, nocagn,
nignucy i gatn ocobu, aka 3pobusa Konito Ta 3Bipuaa ii 3 opuriHasoM) Ta [OLAETLCA A0 NpeTeHsii (Ckaprn).



AKWO A0 nNpeTeH3ii (Ckapru), NoAaHOI YNOBHOBaXXEHMM NpeACcTaBHUKOM KJi€EHTa, He AOAaHI JOKYMEHTH, WO
NioTBEPAXXYIOTb MOBHOBAXXEHHSA NMpeAcTaBHMKaE, BiANOBigaNbHUN NPaLiBHUK, SKNA PO3rasaga€ npeTeHsito
(ckapry), 3060B'a3aHNIN BUMaraTu HagaHHA TaKNX OOKYMEHTIB.

13. Y npeTeHsii (ckap3i) HeobxigHoO BKa3zaTu:

13.1.Im'a Ta npi3smwe (ana disnyHoi ocobu) Knienta/Ha3zea KnieHTa (ans topuanyHoi ocobn);

13.2. agpeca KnieHTa;

13.3. Homep TenedoHy abo agpeca eneKTPOHHOI NOoWTW;

13.4. paTa nogaHHA npeTeHsii (ckapru);

13.5. cyTb npeTeHsii (ckapru), TobTo AKi caMme NpaBa 4YM 3aKOHHI iHTepecn KnieHTa 6ynn nopyLueHi;
13.6. Bumoru go KomnaHii;

13.7. AOKYMEHTW, MOB'A3aHi 3 MpeTeH3i€to (CKaprow), AKLWo Taki € y KnieHTa;

14. Y pa3si HeHagaHHA xo4a 6 ogHoro 3 060B'A3KOBMX eleMeHTiB iHhopMaUii, 3a3HavYeHnX y NyHKTi 13 Mpasun,
KoMnaHis Ma€ NpaBo 3BEPHYTUCS A0 KJliEHTa 3 MPOXaHHAM YTOYHUTU (AOMOBHUTN) NMpeTeHsito (CKapry).

15. NMuncbMoBa NpeTeHsia (Ckapra), Wo NoAaETbCs KNIEHTOM, MOBUHHA ByTM HanncaHa akypaTHoO i po36ipanBo
Ta nignucaHa KNieHToM abo ynoBHOBa)XeHo HUM 0coboto.

16. Ha ycHi npeTeH3sii (ckapru) KnieHTa Haga€eTbCsa BignoBigb nig 4yac 6ecign, npu ubomy KnieHTy
MOBIAOMNAETHLCH, WO NUCbMOBI BiAMOBIAI Ha4AKTLCA XLE HA OTPMMaHi NMMCbMOBI NpeTeHsil (Ckapru).

17. Yci npeTeHsii (ckapru) KnieHTis, nogaHi oo Bigainy KnieHTCbKOT NigTpUMKM 3a agpecoto: np. Pilaités 16,
BinbHtoc, abo HagicnhaHi nowToto 3a agpecoto: np. Pilaités 16, BinbHioc, MatoTb ByTn BiaCKaHOBaHi Ta NnepenaHi
€/1IeKTPOHHOIO MOLUTO He Mi3Hile HacTynHoro poboyoro AHSA Nicns iXx OTPUMaHHSA NPaLUiBHUKY, NPU3HAYeHOMY
BiAMOBIAHO A0 NYHKTY 20 MNMpaBunn a4nsa po3rasany npeTeHsin (Ckapr) Ta NiAroTOBKW BigNOBIiAEN Ha HUX, SKNIA
PEECTPYE NpeTeH3ito (CKapry) B XKypHani peecTpauii npeTeHsin (ckapr).

18. MNpeTeH3ii (ckapru) KnieHTis, WO HadiNWAN Ha eNneKTPOHHY agpecy dopomoga@paysera.ua, He Ni3Hile
HacTynHoro pobo4yoro AHsA Nicns ix OTPUMaHHA NepefalnTbCa B cuctemMi Zammad npauiBHUKY, MpU3HavYeHoMy
BiAnmoBigHO o n. 20 MpaBwua po3rnasany npeTeHsin (CKkapr) Ta NigroTOBKM BiAMOBIAEN Ha HUX, AKUA PEECTPYE
npeTeH3ito (Ckapry) B XKypHarsi peecTpalii npeTeHs3in (ckapr).

19. MpeTeHsii (ckaprn) KNieHTiB, NogaHi Ao LleHTpy NiAaTpMMKN KNieHTiB KomMnaHii, Ta BignoBiAai Ha Taki
npeTeH3ii (CKkaprn) NiawWmnBaTbLCA B OKPEMY Nanky 3 Ha3Boto "[lpeTeH3ii KNieHTiB".

Po3rngan npeteHsin (ckapr)

20. Po3rnag npeteHsin (ckapr), nogaHux KnieHtamu, Ta nigrotoBka Bignosigen KomMnaHii Ha HUX 30iNCHIOETLCA
npauiBHUKOM, NPU3HAYEHUM KEPIBHUKOM LLeHTpy MigTPUMKM KNIEHTIB BiaNoBifasibHUM 3a PO3rnsag NpeTeHsiin
(ckapr) Ta niaroToBKYy BiAMOBIAEN Ha HUX, Ta NIAMNNCYETLCSA NPaLIBHUKOM, MPN3HAYE€HNM KEPIBHMKOM LleHTpy
MiOTPUMKN KNIEHTIB.

21. Y BUHATKOBUX BUNaaKax, KoJau nogaHa KnieHToM npeTteHsisa (Ckapra) ma€e sennkunim obcar ta/abo cknagHui
XapakKTep, NpeTeH3isa (CKkapra) po3rnagaeTbCsa Ta FOTYETbCA BiANOBiAb NpauiBHUKOM KOpnan4Horo
AenapTaMeHTYy 3a NMOrof>XeHHsAM 3 Ha4YaJlbHUKOM KOpuUANYHOro AenapTaMeHTy ChisibHO 3 NpPaUiBHUKOM,



MpU3Ha4YeHUM BiANOBIAHO A0 NYHKTY 20 MpaBun po3rasay npeTeHsin (Ckapr) Ta NiArOTOBKW BiAMNOBiAeN Ha
HUX.

22. AKwWwo npeTeHsia (ckapra), nogaHa KnieHToM, nMoB's3aHa 3 HEMPaABOMIPHUMK AiaMK NpauiBHUKa KoMnaHwii,
Mpo NPUNHATE pilleHHs 060B'A3KOBO MOBIAOMSETHCA BigNOBIAHUI NpauUiBHMK KoMnaHii Ta noro
6e3nocepenHin KeEPiBHUK.

23. Akwo 3anuT abo npeTeHsito (ckapry) 6yno HafiC/aHO eNleKTPOHHO MOWTO Ha afapecy
dopomoga@paysera.ua:

23.1. Bignosiab Ha NpeTeH3ito (CKapry), Wo Hadinwina eNeKTPOHHOK NMOLWTO, HAACUAETHCA KIIEHTY 3
eNIeKTPOHHOI agpecn dopomoga@paysera.ua. Bignosigb KoMmnaHii HagCcnnaeTbCs NpaLiBHUKOM, MPU3HA4YeHUM
BignmoBigHO fo n. 20 MpaBwn onsa po3rnsany NpeTeHsin (CKkapr) Ta NiAroTOBKM BiAMOBIAEN Ha HUX;

23.2. Ha BCi 3annTu, Wo Haginwnm Ha eNeKTPoHHY agpecy dopomoga@paysera.ua, npauiBHuUKKn LleHTpy
MigTPUMKN KNIEHTIB HadaloTb BiAMOBIAI CAaMOCTINHO abo i3 3anyyYeHHAM iHWKUX NpauiBHUKIB KomMnaHii.

24.Y Bcix Bunagkax signosigb KoMnaHii Ha npeTeH3ito (Ckapry), HaaicnaHy 3 eleKTPOHHOT agpecu
dopomoga@paysera.ua, Ma€e 6yTun y3rogxeHa 3 KEPiBHUKOM LIeHTpy NigTPUMKK KNIiEHTIB abo KepiBHMKOM
nigpo3ainy uboro genapTaMeHTy.

25. MNMpeTeH3ia (CKapra) BBaXKa€TbCA BUPILLEHOO, AKLLO Bynn BXuUTI BCi Ail Ang BupileHHs npobneMun, NpunHATI
pilleHHA Ta HagaHa Bianosiab KnieHTy.

26. 3a pe3ysbTaTaMm po3rnany npeteHsii (ckaprmn) KoMmnaHisa npunMmae pilueHHA Npo BU3HaHHSA NpeTeHsii
(ckapru), nogaHoi KnieHToMm, Takoto, Wo:

26.1. 3apoBosieHO0 - KoMnaHis BU3Hae BUMOrnM KnieEHTa 3aKOHHUMMK Ta 06rpyHTOBaHMMMW i BXXUBA€E 3ax04iB A4
X BAKOHAHHS;

26.2. 4aCcTKOBO 3aA0BoJieHa - KoMnaHis 4aCTKOBO 3a40BOJIbHAE BUMOrU Kri€eHTa;
26.3. He 3a,0BONIEHO - BUMOIM KJiEHTA € HEOBrPYHTOBAHMMM | TOMY He 3a[40BOJIbHATLCS.
27. Akwo KnieHT nofas npeTeH3ito (ckapry) 4yepes MNnatdopmy OHNANH BUPILLEHHS CMOPIB:

27.1. He ni3Hiwe, Hi>X NpoTarom 30 AHIB 3 OHA OTPUMaHHSA NpeTeHsii (Ckaprn) Ha MNnaTdopMi BUpiWeHHS criopis
B peXXUMi OHJ1alH, NpauiBHUK LleHTpy NiaTpMMKN KNieHTiB 3060B'a3aHni yBiNTN B MNnaTdopmy BUpiLLEHHS
CMopiB B P€XXNMi OHNANH i, AKLLO0 3 KJIEHTOM He OOCArHYTO 3roAn, 3anpornoHyBaTn baHk JINTBuM SK opraH
BUPILLEHHSA CNOPIB;

27.2. AKLLO KNIEHT NOroAXYETbCSA 3 TUM, WO NpeTeH3ito (ckapry) byae posrnspnatn baHk Jinteu, NMnaTdopma
BMPILLEHHS CMNOPIB B peXKWMi OHIalH aBTOMaTM4YHO NepecunnaE npeTeHsito (ckapry) oo baHky Jlinteuy;

27.3. opraH BUpilleHHSA CropiB Hada€e piweHHsa npoTarom 90 gHis;

27.4. akwo KnieHT i KomnaHis He 4OMOBUANCA NMPO OpraH BupiweHHA cropiB npoTtarom 30 OHIB, NpeTeH3is
(ckapra) BBa)KaeTbCA HEAKTUBHOIO.

28. Y pasi npnnHATTA KoMNaHi€o pilleHHSA Npo BigMOBY B 3a40B0JIeHHI abo Npo YacTKoBe 3a40BO/IEHHS
npeTeHsii (ckaprun), nogaHoi KnieHTom, NnncbMoBa BiAnoBigb KoMmnaHii KNnieHTy NoBMHHa BignoBigaTu
HacTyNHUM BMMOraM:

28.1. piweHHs KoMnaHii Nnpo BiAMOBY B 3a40B0OJIEHHI NpeTeH3ii (Ckapru) (abo npo YacTkoBe 3a40BOJIEHHS
npeTeHsii (ckapru)) mae 6yt BMOTUBOBAHUM, NiATBEPAXKEHUM OOKYMEHTaMM (Ui AOKyMeHTU (iX Konif)
060B'AA3K0OBO A04al0ThLCA A0 BignoBigi KoMmnawii), nono>xeHHAMN eHepanbHOro 4oroBopy npo HagaHHSA



nAaTi>XHUX nocayr abo 3aKOHO4AaBCTBOM. SIKLLO B MOAAHIN KJIIEHTOM 3asBi (CKap3i) OCKap>XYETbCA NaaTi>KHa
onepauis, sika morna 6yTn BUKOHaHa WaxpasMu Ta/abo BHaACNiIAOK WaxpancbKnx Ain, KomnaHia npu
po3chnigyBaHHi 3asBK (CKapru) nparHe 3'acyBaTu BCi 06CTaBUHM, LLO CTOCYOTbLCA BUKOHAHHSA CAiPHOT MAaTiXKHOI
onepauii Ta NoB'a3aHi 3 Heto, Wo aonoMorao 6 KomnaHii Hane>xHnM YnHoM Ta obr'pyHTOBAHO OLHUTK SIK
obcTaBMHY nNpouenypn aBTeHTUIKaLUil cnipHoi NnaTi>XHOT onepauii, Tak i 06CTaBNHY HaMipy KJiEHTa 34INCHUTK
BiAMOBIAHY NNATiIXKHY onepaduito;

28.2. NMucbMoBa BignoBiab KoMnaHii mMoBMHHa MiCTUTKU iHhOpMaLito Npo 3aX04W WOo[o 3aXUcTy iHTepecis
KJliEHTa, BKJIlOYaKO4N, ane He 0OMeXylo4Yncb, MOXKJIMBUMIN 3aX04aMU BUPILLEHHSA CMOpiB Ta npaBamu. Y
BUNagKax, Konu KNiEHT € KopucTyBayemMm, y HafaHin noMy NMCbMOBIN BiAnNoBigi Mae 6yTn 3a3HaYvYeHo, WO
pilueHHAa KoMnaHii Npo BiAMOBY B 3a40B0JIeHHIi abo YacTKOBe 3a40BOJIEHHSA MOA4AHOI KJIEHTOM BUMOrK (CKaprun)
Moxxe 6yTun ockap)xeHe ao baHKy JINTBM MPOTAroM 04HOIr0 POKY 3 AHS NOogaHHA BUMoOrn (CKkapru) ao KomnaHii,
BianosigHO Ao MNMpaBua N03acynoBOro NMOPSAAKY BUPILLEHHS CMOPIB MiXK CNOXXKMBaYaMM Ta y4aCHUKaMu
hiHaHCcoBOro puHKy B baHky JInTeun, 3aTBEpPAKEHUX NOCTaHOBO Ne. 03-23 lMpaBniHHA baHKy JInTeu Big 26
CivyHsa 2012 poky "Mpo 3aTBepOXeHHS MpaBna N03aCyA0BOro NOPSAAKY BMPILLEHHS CMOPIB MiXK CMOXKMBavYaMun Ta
yYaCHUKaMun piHaHCOBOro pMHKY B baHky Jlnten".

29. 9dkuwo npeTeH3ia (ckapra), nogaHa Knientom, 6yae Bn3HaHa obrpyHToBaHoOW (3a40BosieHa abo 4YaCTKOBO
3a40BoJieHa), a piHaHCOBa Nocsyra Mmorna 6yTu HagaHa HEHaIEXKHUM YMHOM, WO MOPYLUNSIO 3aKOHHI
o4ikyBaHHS Ta/abo iHTepecun KnieHTa, BiaNoBiab KoMnaHii KnieHTy noBnHHa MicTUTK BUbBaveHHA KoMnaHii 3a
HeHaneXxHe HafdaHHSA hiHaHCOBOI NOCNYrn Ta NpUHeceHHs BubayeHb KNieHTy..

30. Y BignoBigi KoMmnaHii Woao pilleHHs Npo BiAMOBY B 3a[40B0JIeHHIi abo YacTKoBe 3a40BOJIEHHS MOoAaHOI
KJIIEHTOM MpeTeH3il (CKaprn) KNiEHTY MOBUHHI ByTM MakCUMasibHO YiTKO i 3p0O3yMifio PO3'aACHEHI MPUYNHN
NpunHAaTOoro KoMnaHi€l pilleHHs, a TakoXX MOXYTb ByTK 3anponoHOBaHi AOAATKOBI 3ax04u, CNPSAMOBaHI Ha
MigBULLEHHS 3a40B0ONIEHOCTI KNiEHTa nocayramu KomnaHil.

JINCTN KOMMNETEHTHWX OPraHiB WoO0 BUPILLEHHHA CNOopiB 3 KJlEHTaMuU

31. JIncTn KOMNETEHTHMX OPraHiB WOoA0 BperysloBaHHSA CNOpiB 3 KniEHTaMn peecTpyoTbCA BiAMNOBIAHO A0
BCTAHOBIEHOr0 NopsaKy poboTn 3 BXiAHUMU OOKYMeHTamMn B XKypHasi peecTpauii BXiAHUX OOKYMeHTIB
BHYTPiLWWHbOT CUCTEMU €/IEKTPOHHOI0 AOKYMEHT006iry. JINCTM KOMMEeTEHTHNX OPraHiB PeECTPYOTbLCA
agMiHicTpaTopoM KomnaHil.

32. Micna peecTpauii MMCTa KOMMETEHTHOro OpraHy Wwono cnopy 3 KnieHTom agMiHicTpaTop KomnaHii nepepnae
noro abo HagCcKMNae eNnekKTPOHHO NOLLTOK KePIBHMKY YNpaBniHHA no poboTi 3 KnieHTamn abo KepiBHUKY
BiAMOBIAHOMO NiAPO34iNy LbOro YnpaBiHHA, SKUA HEBIAKNAAHO Nependac nncT abo Hagcnnae noro
€/IeKTPOHHOI0 MOLUTO NpauiBHUKY, NPU3Ha4YeHOMY BiAMOBIAHO A0 NYHKTY 20 MpaBun Ans posrnsaay npeTeHsin
(ckapr) Ta nigroToBKK BiANOBIAEN HA HUX.

33. MNpwn oTpuMaHHI NpeTeHsii (ckaprun) KnieHta, HanpaeseHoi baHkom JInteun, abo 3anuty baHky JInTeu npo
HadaHHSA MOSACHEHb LWOA0 Copy, AKNM pO3rasafaceTbcsa B baHky JlinTeu:

33.1. npauiBHUK, NpM3HaYeHnn BigNoBigHO A0 NyHKTY 20 Mpasun ansa obpobkn npeTeHsin (ckapr) Ta
niaroTOBKW BigMNOBiAEN HA HUX, MOBMHEH CTBOPUTU OKPEME 3aBOaHHA B CUCTEMI yNpaBiiHHA 3aBAAHHAMU
KomnaHii "Jira" Ta 36epiraTn BClo iHbopMaLito, NoB'A3aHy 3 X040M Ta AaTOl HadaHHA BignoBidi KNIEHTY Ta
baHky JnTeu;;

33.2. BignoBiab KomnaHii knieHTy Ta/abo baHKy JInTBM NoBMHHa ByTuK y3rog>keHa 3 KOpugnyiHum sigainom.



CTPOKU HafaHHA BIAMOBIAEW Ha npeTeH3ii (CKapru)

34. MNpu oTpUMaHHI 3a8BK (CKapru) Npo oCKap>XeHHsA BM3HaHHA NAaTiXKHOIT onepauii HaNeXXHUM YNHOM
aBTopu3oBaHoi, KoMmnaHis 3060B'A3aHa HeBigKNaAHO, HE Mi3Hille HiXK A0 KiHUs HacTynHoro pobo4oro aHS nicns
OTPUMaHHA 3asABK (CKapru), posnodvaTu ii po3caigyBaHHS..

35. MNpwn oTpuUMaHHI NpeTeH3ii (CKaprn) KNieHTa, He Ni3Hiwe HiXX NpoTarom 1 (ogHOro) pobo4oro AHA, KIIEHTY
MOBIAOMNAETHLCH, WO NOro NpeTeH3is (CKapra) oTpuMaHa Ta 3apeecTpoBaHa B XKypHasli peecTpaLii npeTeHsin
(ckapr) Komnadril.

36. dkwo KnieHT € KopncTtyBadeM, Bianosiab KomnaHii Ha npeTeH3ito (CKapry) KNieHTa NoBMHHa 6yTu HagaHa
He Mi3Hile HiX NpoTarom 15 pobo4ynx gHiB 3 AHA OTPUMaHHSA MMCbMOBOI NMpeTeH3ii (Ckaprun). Y pasi
HEMO>X/IMBOCTI HaJaHHA BiANOBiAI npoTAroM 15 poboynx AHIB 3 NpUYKUH, LLO He 3anexaTb Big KomnaHii,
KnieHTy mae 6yTn HagaHa nonepenHs BignoBiAb i3 3a3HAaYEHHAM NPUYNHK 3aTPUMKIN Ta CTPOKY, A0 skoro byae
HafdaHa OCTaTO4YHa BignoBiAb. TepMiH HagaHHA OCTATOYHOI BiAMNOBIAI HE MOXXe nepeBuyBaTu 35 poboynx gHis
3 OHSA OTPUMaHHSA NMNCbMOBOI MpeTeH3ii (CKaprn).

37. Akwo KnieHT He € KopucTyBayemMm, Bignosiab KoMnaHii Ha npeTeHsito (CKapry) Kni€eHTa NoBuHHa 6yTun
HadaHa He ni3Hiwe Hix NnpoTarom 30 KaneHfapHUX OHIB 3 AHA OTPMMaHHA NpeTeH3il (ckaprn).

38. Micna HagaHHA KoMnaHieto BiAnNoBiai Ha npeTeH3ito (CKapry) Kai€eHTa, KepiBHUK LUeHTpy NigTPUMKIK KNIEHTIB
abo kKepiBHMK BignoBigHOro nigpo3ainy uboro enaptameHTy, abo NpauiBHUK, NpMU3HAaYeHUN Bi4NOBIAHO A0 M.
20 MpaBun po3rnany nNpeTeHsin (Ckapr) Ta NiAroTOBKW BiAMNOBIiAEN Ha HUX, 3aMOBHIOE XKypHan peecTpauil
npeTeH3in (Ckapr), BKasye gaTy BianoBiai KoMnaHii, a TakoXX KOPOTKNA KOMEHTap LL0A0 BUPILLEHOT NpeTeH3ii
(ckapru) knieHTa..

39. Bignosiai Ha INCTWU KOMMETEHTHMX OPraHiB LWOAO CMOPIB 3 KJiEHTaMK HagaTbCca npoTsarom 30
KaJleHOapHMX OHIB 3 OHSA iX oTpMMaHHA KoMMNaHi€lo, AKLWO B LUX JIMCTax He 3a3Ha4YeHO iHWWA CTPOK HadaHHS
BigmoBini.

40. NpeTeH3sii (ckaprun), nogaHi KnieHtom, Ta BignoBigi Ha ui NnpeTeH3ii (ckaprun) 36epiratoTbCcsa B CUCTEMI
"Zammad". I[HdhopMauisa Npo npeTeHsii (Ckaprun), NnofgaHi KJIEHTOM 3 NOCUIAHHAM Ha cucTemy "Zammad",
TaKoXX PiKCYeTbCA B 0671ikoBOMY 3anuci KnieHTa B CUCTEMI.

41. MNpeTeH3ii (ckaprun), oTpuMaHi Bi4 KOMMNETEHTHUX OpraHiB, Ta BignoBiAi KoMnaHii Ha ui npeTeHsii (ckapru)
PEECTPYIOTHLCA BiAMOBIAHO A0 NPUNHATOrO B KoMnaHil mopsaaky peecTpauii BXiAHOT Ta BUXiAHOI KopecnoHaeHu,il
Ta 36epiratoTbCsA y BHYTPILLHIA CUCTEMI €/IEKTPOHHOIr0 AOKYMeHTOo0biry.

3aKJIIOYHI MOTOXKEHHS

42.Y pa3i npunHaTTa KoMnaHi€o pilueHHSA Npo BU3HAHHSA NpeTeH3ii (CKkapru), moaaHoi KNiEHTOM, 3a40B0OJIEHOO
abo 4acTKOBO 3a40B0OJIEHOO0, aB0O OTPMMaHHS 3ayBa)keHb Bif KOMMNETEHTHUX OPraHiB LWoA0 HEBIAMOBIAHOCTI
HadaHUX NOCNYr 3aKOHOOaBCTBY abo JOKYMeHTaM KOMMETEHTHMX opraHiB, KoMnaHia B)XXMBa€ 3axoAiB LOA0
YCYHEHHSs BUSIBNIEHUX HEBiANOBiAHOCTEN Ta 3anobiraHHS BUHUKHEHHIO MPUYNH BUHUKHEHHS aHaNoriyHnX
npeTeH3in (ckapr).

43. Ui MpaBuna 3aTBEPAXYIOTLCSA Ta 3MiHIOIOTLCS HAaka30M eHepasibHOro AnpekTopa KomnaHii.

44. Li NMpaBuna nepernagarnTbCa i, 328 HEOBXiAHOCTI, 3MIHIOIOTLCA He pijlle O4HOro pasy Ha ABa poku abo
yacTilwe, Hanpuknag, y pasi 3MiHKM BUMOr 3aKoHOAaBCTBa abo iHWWX Ba)KJMBUX NOAIN..



45. KepiBHUKLIEHTPY NiATPUMKW KJTIEHTIB € BigNOBiAaIbHUM 3@ MOAAHHSA MPOMNO3ULLIN WOA0 BHECEHHS 3MiH A0
MpaBun Ha po3rnan NeHepanbHOMY AnpekTopy KomnaHii abo no KOpuanyHoro Bigginy.

BHYTPILLHI NpaBuia NPUNOMY Ta PO3raany npeteH3in (ckapr) KAieHTIB (AincHi go 18-03-2022)

BHYTPILLHI NpaBuia NPUNOMY Ta PO3raany npeteH3in (ckapr) KAeHTIB (AincHi oo 26-08-2024)
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