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1. Uenbto HacTodAwen npoueaypbl HBNAETCA YCTAHOBMIEHWE OCHOBHbIX MPUHLKMNOB  PacCMOTPEHUS
BbITEKAOLLMX U3 YaCTHbIX MPaBOOTHOLLIEHWI Xanob-TpeboBaHnin K SAO «Ainn BaHk» CO CTOPOHbI KITMEHTOR
BaHka 1 obecrneyeHns B3avMOOTHOLLEHWUI C TMpuMMpUTENEM (BUHAHCOBOWM CUCTEMbI, @ TakXXe MPoYnx
NPaBOOTHOLLEHW, CBA3AHHbIX C 3aLLUMTON NpaB NoTpebuTenei.

2. Mcnonb3yemble B HaCTOALLEN NpoLedype ONpeAeneHns 1 CoOKpaLleHna UMEeroT cneaytollee 3Ha4YeHue:

1) BaHk — 3A0 «Ai[n baHk»

2) XXano6a-Tpe6oBaHue — >anoba-TpeboBaHue, npeabasnseman KnveHToM BaHky B NUCbMEHHOA
dopmMe, KoTOpasi CcBA3aHa C HapylleHVeM O6s13aHHOCTEM MO YacTu MpeAoCTaBeHUs yCnyr co
CTOPOHbl 6aHKka W COAEPXWUT WMYLLECTBEHHOE TpeboBaHWE, WM OTHOCUTCSH K KpPeaUTHOW
NHGOPMaUMK, YCTAaHOBNEHHOM 3aKOHOM «06 060poTe KpeAMTHOM MHMOPMaLMN 1 AeATeNbHOCTM
KPeAUTHbIX GHOPO» MW CBA3aHa C HEN U COAEPXKMUT UMYLLECTBEHHOE W/UAN HEUMYLIECTBEHHOE
TpeboBaHwme.

3) KnuneHT — h1snyecKoe N1LOo UK YacTHbIR NpeanpuHUMaTENb MW FOPUOMYECKOE ML, B TOM Yuche
MuUo, npenocTaBMBlLUee baHKy cpefcTBO obecrneveHnss 0653aTeflbCTB, KOTOpoe MpeabsBuio
TpeboBaHWe, CBA3aHHOE C NpeAocTaBasgeMbiMy baHKoM ycnyraMmm nam cpeCTBOM ObecnedeHms,
cornacHo 3akoHy PA «O npummpntene GrUHaAHCOBOW CUCTEMbI».

4) Tpouecc paccMoTpeHus XKanobbl-Tpe6oBaHMA — [lpolecc, KOTOpblid  BKKOYaeT B cebs
npenbsBneHne baHKy >anobbl-TpeboBaHMA CO CTOPOHbI K/MEHTa, MPUHSATME, PacCMOTpeHue
»Kanobbl-TpeboBaHWs M MpeAcTaBieHnss OTBETHOMO MUCbMa CO CTOPOHbI baHka, B TOM 4uche
pasrnalleHne CBA3aHHOM C »anobon-TpeboBaHneM MHMDOPMaLIMK KITMEHTY B TedeHme yKkasaHHOro
npouecca.

5) MakeT QOKYMeHTOB — [0OroBopa, COrnalleHns, cornacus, 3akntodeHHble ¢ KNnMeHToB B CBSI3W C
npeamMeToM >Kanobbl-TpeboBaHWsl, 3asBNEHNS MPeAoCTaBeHHble KAMEHTY AOKYMEHTbl, B TOM
yncne BbIMUCKM, YBEAOMAEHUA N T.4.

6) MpummpuTenb GUHAHCOBOWM CUCTEMBI — (MU3MYECKOe IMLO, PacCMaTpuBaroLLee NpedbsaBieHHbIe
npoTuB baHka »anobbl-TpeboBaHMs 1 NMPUHMMALOLLIEE PELLIEHME MO YaCTW 3TUX XKanob-TpeboBaHN,
COrNTAaCHO MONTHOMOYMAM, JaHHbIM 3aKOHOM PA «O npumMupntene GUHaHCOBOW CUCTEMBI».

7) OTBETCTBEHHbIN COTPYAHUK — COTPY/HMK, BbIMOAHSIOWMUIA DYHKLMN NPUHATUA »anob-TpeGoBaHni
K/MEHTa W NIMYHOrO NpefocTaBieHns HEOBXOAMMON MHPOPMALIMK, @ TakXKe OTBETHbIX MUCEM, B
4YaCTHOCTW KOHCYNbTaHT wnn PykoBoauTens OTaena o6CAYXMBaHWA KAMEHTOB duanana wu
KOOPAMHATOP, CNeumnanucT Unv pyKoBoAMTENb YNpaBaeHns npeMmnanbHbIX 6aHKOBCKIMX YCyT.

3. Tpouecc paccMoTpeHus XXanob-TpeboBaHnin KnneHToB, a Takxe MUHMManOHble TpeboBaHUA K BHYTPEHHNM
NpaBOBbIM aKTaM, OMUCbIBAKOLLMM 3TOT NpoLece, obLiMe NpaBuia U NPUHUMNbI yCTaHaBAMBAKOTCS 3aKOHOM
PA «O npumupuTene brHaAHCOBOW cucCTeMbI», MNonoxeHnem 8/04 «MuUHUManbHble YCNOBUS 1 MPUHLMMbI

[aHHbI OKYMEHT aBnsieTca cobeTBeHHOCTLIO 3A0 «Ai[In BaHk».
HecaHKLMOHMpOBaHHOe BOCMPOV3BEeHME 3anpeLLeHo.
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BHYTPEHHMX MPaBOBbIX aKTOB, PEryMpyHOLLMX NPOLECC PacCMOTPEHUS Xanob-TpeboBaHuin KnmeHToB»,
yTBepPXAeHHbIM CoBeTOM LB PA, BHYTPEHHUMM MPaBOBBLIMU aKTaMW, YTBEPXAEHHbLIMWU YMOTHOMOYEHHbIMMN
opraHamu ynpaeneHus 6aHka, n HacTosiLeN NpoLeaypon.

4. B cpaenkax, 3akitodaeMblx Mexay baHkom 1 KnneHToM, AOMKHO 6biTb YIOMUHAHME O TOM, YTO TpeboBaHKs,
BblTeKaloLlme 13 cAefnkun, MoryT 6biTb npeabasneHbl KnneHTom MpuMupuTento GMHaHCOBOW CUCTEMbI
cornacHo 3akory PA «O npumuputene GUHAHCOBOW CUCTEMbIY.

5 Tlpn BbISBAeHMM BaHKoM UWHbOPMaLMK, YCTAHOBMIEHHOW HACTOAWEN MNpoLeaypoi, [AOMKHbI ObiTb
COBM0AEHDI MEPEUNCNEHHDBIE HXKE 0BLLME NMPUHLUMMBI:

1) WHbopmauus nanaraeTcst NPOCTbIM M JOCTYNHbIM KNMEHTY CNOCOG0M, HE COAEPXKMT COUBALOLLME C
TOJKY, HEMOHSATHbIE UM BBOASALLME B 3abayxxAeHne cnoBa v dhpasbl,

2) WHbopMauma nsnaraetca Kak MUHUMYM Ha apMSIHCKOM A3bIKe, 33 UCK/TFOYEHMEM CllyYaeB, Koraa
no B3anMHoMy cornacuto KnmeHTa 1 baHka BbibpaH Apyrow a3bik,

3) WHbopMauma msnaraetcs yAoGHbIM AN YTeHMss WpUOTOM U pa3Mepamy OykB, a B Ciydae
pa3MeLLeHNs 06BbSABEHMS, OHO PasMeLLIaeTCa Ha BUAMMbIX MecTax.

6. baHk Bcerga obecnedvBaeT HaaMuMe yKasaHHbIX HUXE AOKYMEHTOB Ha WMHTEPHET CTpaHuue baHka, Ha
SNEKTPOHHbBIX MHMOPMALMOHHbBIX MaHensx, pasMeLlEHHbIX B Gdunmanax baHka, B BuAe OTAENbHbIX
6ronneTeHen No MecTy AeATENBHOCTU Ha BUAMMbBIX MeCTax B 3ae 06CNY)KMBaHWSA KITMEHTOB:

1) O6pasel hopMbl NpeabasneHns KnmeHToM »xanobbl-Tpeéoanns (MpunoxeHve 1)
2) ®opma «HT0 genatb, ecnu Bbl xoTUTe NoxanoBaTbea?» (Mpunoxexne 2),
3) HacTosuas npoueaypa.

7. Ha BMAMMOM MecTe B 3afe O6CHY)XMBaAHUS KJIMEHTOB AO/MKHO OblTb pasMelleHo (YCTaHOBIIEHO)
06bsABNIEHNE O TOM, 4YTO KnmeHT MoxeT y OTBEeTCTBEHHOrO COTPYAHWMKA MOApPO6HO O3HAKOMMUTLCS C
BHYTPEHHMM aKTOM baHKa 0 pacCMOTPeHUM »anob-TpeboBaHWIA KIMEHTOB, a Npu XenaHun KnneHta baHk
6ecnnaTHO NPeAoCTaBASET KAMEHTY KOMMIO HACTOSILLEN NpoLUeaypbl.

8. HaWHTepHeT CTpaHuLe 1 B OOBSBAEHUN NO MECTY AeATENbHOCTU baHK Ny6nnKyeT, a Takke No TpeboBaHMIO
KaX[I0ro »enatowero npefoctaenseT HoMmep TenedoHa OThaena obecneyeHWss KavyecTBa, MO KOTOPOMY
K/IMEHT MOXXET 06paTUTbCA B BaHK A5 NonyYeHns cBeAeHnn o npeabsaBeHHOM anobe-TpeboBaHuM.

9. OTBETCTBEHHbIN COTPYAHMK B YCTHOM dopme coobliaeT KAneHTy, N3bABMBLLEMY XXenaHne NpeabsBuTb
Xanoby-Tpe6oBaHne, 06 YCTAHOBMEHHbIX HaCcTOsILLeA npoLedypoin YCAOoBMAX W TpeboBaHMAX Mo
npeabsBNEHNIO XKano6-TpeboBaHN.

10. CoTpyaHWK Kakoro-nnmbo 13 noapasaeneHnii baHka, KOTopbIn Nony4mn xanoby-TpeboaHunsa KnneHta, nnm
KOMYy KAMEHT coobLmMn O >XenaHuu NpeabsBUTb Kanoby-TpeboBaHWe, PYKOBOACTBYSACH MNpaBWIamMm
HaCTOSILLIEN npouedypbl, NpeaocTaBnaeT KAWeHTy fAaHHble KOHTaKTHOM MHbopMaumnm OTBETCTBEHHOIO
coTpyaHuka nunn OTaena obecnedeHuns kadecTsa (pabounii Homep TenedoHa U aNEKTPOHHbIN aapec).

11. B cnyyae, ecnn pasbsiCHEHWE CBA3aHHbIX C »Kanobo-TpeboBaHMEM BOMPOCOB 3aMMCbIBAETCA, COTPYAHMK
OTaena obecneyeHnst kadyecTBa NpeaBapuTebHO coobLiaeT KnneHTy 06 aToMm.

12. OCHOBHbIM OTBETCTBEHHbIM JIMLOM 3a obecrnedyeHne TpeboBaHWU U KOOPAMHALMKO MPOLIECCOB,
YCTaHOBJEHHbIX HAaCTOSALLEN NpoLeaypoi, aBnseTca OTaen obecnedeHms KadecTsa.

13. Mpouecc NpuHATKUS, OOCY)KOEHUS >Kanob-TpeboBaHWA  KIMEHTOB B baHKe, MPUHATMA  pELLEHW,
npeaocTaBAeHMst OTBETOB Ha »anobbl-TpeboBaHWA, OCYLIECTBEHUA MOHWUTOPWHIA AaHHOrO MpOLIEcca,
YCTaHaB/IMBAETCA HACTOALLEN MPOLEeAypPOn M NMPOYUMM BHYTPEHHUMU MPaBOBbLIMWU aKTaMu, MPUHATbIMA
YMOTHOMOYEHHbIMW OpraHamu yrnpasneHus banka.

[aHHbI OKYMEHT aBnsieTca cobeTBeHHOCTLIO 3A0 «Ai[In BaHk».
HecaHKLMOHMpOBaHHOe BOCMPOV3BEeHME 3anpeLLeHo.
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ApnpecoBaHHas baHKy »xanoba-TpebtoBaHue co CTOPOHbI KNneHTa NpeabaBAseTca B TMCbMEHHOM hopMe.

B cnyuae nonydeHna xxanobbl KnneHTa B baHke nu/unu no TenedoHy OTBETCTBEHHbIM COTPYAHWK BaHka
npeactaBnset KaneHTy WHGOPMaUMUIO, HEOBXOAMMYKD ANs NPeabsBAeHUs  >Kanobbl-TpeboBaHus,
YCTaHOBIIEHHYHO B HACTOALLEN rNaBe, U npoueaypy NPUHATHS »anoo.

KNMeHT MOXeT NpeabsiBMTb CBOKD MUCbMEHHYD >Kanoby-TpeboBaHWe B BaHK SMYHO, MOCPeACcTBOM
npeacTaBuUTENS, a Takxe Yepes MNpumMmpuTensa GUHaHCOBON CUCTEMBI.

MnceMeHHas xxanoba-TpeboBaHme KnmeHTa K baHky MOXeT 6bITb NpeabsaBeHO:

1) JndHo,

2) Tlo noute,

3) To aneKTPOHHOM noyTe.
KnneHTy, n3bsABUBLLEMY XXeNaHWe MPeAbsaBUTb Xanoby-TpeboBaHmne, OTBETCTBEHHbIN COTPYAHMK YCTHOM
hopMe coobLaET, YTo:

1) >Kanoba-TpeboBaHne cuUMTaeTca NpeabsaBAEHHOV TOMbKO B ClyYae ero npeabsaBieHns KnneHTomM B
baHK B MMCbMEHHO hopMe Mo 0JHOMY U3 yKasaHHbIX Bbille Coco60B,
2) KIMeHT MOXET MNpUOBPecT! HacToALWYH npoueaypy ¢ oduumanbHoro caita baHka wnn
06paTuBLLNCE B BaHK.
KnueHTy, W3bABMBLUEMY >KefaHue npeabsaABUTb Xanoby-tpeboBaHue, OTBETCTBEHHbIM COTPYAHMK
npeaocTaBnseT:

1) O6pasel hopMbl NpeabaBneHns KnmeHToM xanobbl-TpetoaHus (MpunoxeHue 1)

2) ®dopwma «4T0 Aenatb, ecnn Bbl xoTUTe noxkanosaTbca?» (MpunoxeHue 2).
B cnydae nonyuyeHunst xxanobbl-TpeboBaHUs Yepes MpumupuTens hUHaHCOBOM CUCTEMbI M OTNpaBeHMs
oTBeTa B 9/IEKTPOHHOM dopMme, coTpyaHnk OTaena obecrnedeHus kadecTBa, HeMmocpeAcTBEHHO Mocne
NoJIy4eHns XXanobbl-TpeboBaHMs, OAHAKO He NO3AHEE, YeM Ha CNeayroLLIMin pabounii AeHb, OTNPaBAsSeT Ha
9M1EKTPOHHbIN agpec KnmeHTa, M3BECTHbIN baHKy nnv ykadaHHbIV B xxanobe-TpeboBaHmm, NoNy4YeHHOM Yepes
MpuMnpuTENs GUHAHCOBOW CUCTEMDI, MACbMO, MOATBEPXKAAtOLLEe haKT NoydYeHns »anobbl-TpeboBaHms
(KBUTAHLMIO), B KOTOPOM YKa3blBaeTCs AaTa Nnosy4YeHns xanodbl-Tpe6oBaHns, MOeHTUPUKALUMOHHDBIA HOMeP
(ykasaHue) »anobbl-TpeboBaHuA, a TakxKe nHbopmaLns, yCTaHOBEHHas B NyHKTax 18 1 19 HacTosLen
npoLeaypbl, N0 MEPe BO3MOXHOCTHU.
B cnyyae nonydeHusa >anobbl-TpebOBaHMA MO SAEKTPOHHOW noyTe, OTAen obecnedyeHus KayvecTBa,
HemocpeACTBEHHO MOCne MofydYeHUs Xanobbl-TpeboBaHWS, OAHAKO He MO3fHee, YeM Ha CreayroLimii
pabounii AeHb, OTNPaBAAET Ha 81eKTPOHHbIN aapec KnneHTa, M3BeCTHbIM baHKy MK ykasaHHbIN B kanobe-
TpeboBaHMM, TEM >Ke CMOoCOOOM, KakMM Obl10 MosnydeHa >anoba-TpeboBaHWe, OTMpaBAseT MUCbMO,
noATBepXAatollee hakT MosyyeHns »anobbl-TpeboBaHns (KBUTaHLMIO), B KOTOPOM yKasblBaeTcs AaTa
nonyyYeHrs anobbl-TpeboBaHNUs, MAEHTUDUKALUMOHHBIR HoMep (YKasaHwue) xanobbl-TpeGoBaHus, a Takxke
NHMOpMaLms, yCTaHOBNEHHaA B NyHKTax 18 1 19 HacTosLLel npoueaypbl, N0 Mepe BO3MOXHOCTY.
B cnyyae nonydyeHuns xxanobbl-TpeboBaHnsa NnM4Ho OTBETCTBEHHbINA COTPYAHWK MpPefocTaBiseT KAWMEHTY
MMCbMO, NMoaTBepXKAatoLLee hakT NosydeHns xanobbl-TpeboBaHns (KBUTAHLMIO), B KOTOPOM yKa3biBaeTcs
flaTa NpefbsBNeHUs Xanoobbl-TpeboBaHWs, NAEHTUGUKALMOHHDBIA HOMep (yKa3zaHue) »kanobbl-TpeboBaHus,
NOANMCH NMPUHSABLLErO »Kanoby-TpeboBaHWe CoOTPYAHMKA, U (Mnn) NnevaTb baHka.
YKanob6a-TpeboBaHue, NpeabaBASeMOe CO CTOPOHbI KnneHTa, Ao/kHa 6biTb COCTaBEHA B MUCbMEHHOWM
dopmMe 1 BKtoYaTb B cebs:

1) Wm4a, bamunuro (HaseaHne) KnneHTa,

[aHHbI OKYMEHT aBnsieTca cobeTBeHHOCTLIO 3A0 «Ai[In BaHk».
HecaHKLMOHMpOBaHHOe BOCMPOV3BEeHME 3anpeLLeHo.
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2) CpefcTBa obpaTHoi cBAsu ¢ KnavenToM  (agpeca  GakTMYecKoro  MpoXuBaHus
(MECTOHaxOoXAeHNa) W perucTpaumny, Homep TenedoHa, aapec SNeKTPOHHOW MoYTbl Mpw
Hanmumn),

3) Pasmep MMmyLecTBeHHOro TpeboBaHus (Mpu Hanuumn),

4) CopepxxaHue >kanobbl-TpeboBaHusa (onvcaHne O6CTOATENBCTB, HA KOTOPbIX OCHOBAHO
Tpe6oBaHue),

5) [eHb, MecaL 1 rof npefbaBneHnsa TpeboBaHns,

6) lloanuchb KAWEHTa WKW NMLA, MMEIOLLEro MOMHOMOYNA AeNCTBOBATb OT MMEHU KOMMaHuW B
cnyqyae KINeHTa, ABASIOLLEroCs FOPUANYECKUM JTALIOM,

7) Konuio yoocTOBEPSHOLLIErO MMYHOCTb AOKYMEHTA KMEHTA, ABAAIOLLEroca hU3NYECKUM JIMLIOM,
UK KOMWUKO [OKYMEHTa FOCYAapCTBEHHOM perucTpaunn unmn UAEHTUOULMPYHOLLMIA HOMeEp
KMEeHTa, ABNAIOLLEroca UHAMBMAYaNbHbIM NpeanpuHUMaTEeNeM N OPUANYECKUM TMLIOM,

8) B crnyyae, ecnn Xanoba-TpeboBaHWe NpeabsBIAETCA CO CTOPOHbI NpeAcTaBuTens KnneHTa,
TaK>XXe [JOBEPEHHOCTb, BblfaHHasA COrNacHO yCTaHOBIEHHOMY 3aKOHOAATENbCTBOM PA MopaAKy,
noATBEPXKAatoLLaa NOMHOMOYMA NPEACTaBUTENS, @ TaKXKe KOMus yAOCTOBEPAIOLLErO IMYHOCTb
JIOKyMeHTa NpeacTaBuTend KaveHTa.

24. baHK 06513yeTcs NpefocTaBuTb KAMEHTY MMCbMEHHbI OTBET B TeveHne 10 AHel ¢ MOMeHTa Mony4eHus

)KaJ'IO6bI-Tp86OBaHVIFI OT KNneHTa, KOTOprVI OOJDKEH BK/KOYATb B cebs:

D

2)

YeTkyto Mosuumio baHka 06 OTKIOHEHWUW, YOOBMETBOPEHWUM WM YaCTUYHOM YAOBMNETBOPEHUM
TpeboBaHWa KNMeHTa, a TakxKe NpuUYnHy peLleHus.

[aHHble (HasBaHWe noapasaeneHns U UM, GaMmunma, JOXKHOCTb COTPYAHMKA NoapasaeneHms)
M cpencTBa A3 (TenedoH, aapec a/1. MoyTbl U T.4.) coTpyaHuKka OTaena obecrnedyeHns KayecTsa u
(unu) nogpasaeneHns Ans pacCMOTPeHNs YKanobbl-TpeboBaHus, a Takyke MHOOPMaLIMS O TOM, YTO
B C/lydyae BOMPOCOB MO pesynbTaTaM PacCMOTPEHUA >Kanobbl-TpeboBaHWUA KAMEHT MOXKeT
06paTUTbCS B NOAPA3AENEHNE UV K COTPYAHMKY, YKa3aHHbIM B HACTOSLLIEM MYyHKTE.

YKazaHue 0 TOM, 4YTO B ciyyae, ecnn KiMeHT He yA0BNETBOPEH NMUCbMEHHbIM OTBETOM Ha Xanoby-
Tpe6oBaHue, KNMEHT MMeeT NpaBo 06paTUTbCA B Cyl UM K MNpuMMpUTento hUHAHCOBOI CUCTEMY
win B LleHTpanbHblii BaHk namM B apOuTpaxkHblid TpubByHan, ecim UMeeTcst apbuTpakHoe
cornalleHne, B LieNax 3alnTbl CBOMX NPaB, a Takke UHhOopMaLMs O TOM, B KaKMe CPOKWU KIMEHT
MMeeT MpaBo 06pPaTUTbCA K [pUMUpKUTENtO (DUHAHCOBOW CUCTEMbI B Crydae, ecnn KIMeHT He
YAOBNETBOPEH MUCbMEHHbIM OTBETOM Ha »Xanoby-TpeboBaHue.

25. B cnyyqae OTKJIOHEHMA WM YaCTUYHOro yAoOBJIETBOPEHUA )Ka}'IO6bI-Tpe6OBaHVIFI BMeCTe C OTBETHbIM

26.

27.

nMcbMoM KnneHTy npegocTtasnsetcs dopma «4To genatb, ecnm Bl xoTute noxxanosatsea?» (MpunoxexHue

2).

BaHk o6oy>+<,u,aeT >+<ano6y—Tpe6OBaHme KnuneHTa, ecnun oHa 6bina npegbaBJieHa B Ted4eHne o4gHOro roja
HadnHas C MOMeHTa, Korga KnmeHt Y3HaJ1 M MOT y3HaTb O HapyLleHWK CBOEro rnpasa.

KAneHT nnu npeactaBuTeElb KnneHta BmecTe C )KaJ'IO6OI7I-Tpe6OBaHVIeM NyaoOCTOBEPEHUNEM JIMYHOCTU JNNLIg,

npeabAaBAAOLEro >+<aﬂo6y—Tpe6OBaH|/|e, npeaobABAAET )Kaﬂ06y-Tpe6OBaHl/Ie OTBeTCTBeHHOMy COTPYAHUKY,

KOTOprl7I nocne I/I,D,EHTI/Id)l/IKaLWII/I nda, npeabAaBuBLUETO )KaJ'IO6y-Tp66OBaHVIe, N MPOBEPKN MPaBUJIbHOCTK

3aMoSIHeHNA 3aABKM Kanobbl-TpeBoBaHNA 1 COOTBETCTBMA C TPeGOBaHMAMM HACTOALLEA npoleaypbl,
PErMCTPUPYET Xanoby-TpeboBaHNe B COOTBETCTBUM C BHYTPEHHVMU MPaBOBbIMU aKTaMu, PErYIMPYHOLLMMK

[aHHbI OKYMEHT aBnsieTca cobeTBeHHOCTLIO 3A0 «Ai[In BaHk».
HecaHKLMOHMpOBaHHOe BOCMPOV3BEeHME 3anpeLLeHo.
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npouecc 06paboTKM 3aaBNEHNI 1 MUCEM, MPUHATLIX OT KIMEHTOB. bonee Toro, OTBETCTBEHHbIN COTPYAHMK
HeceT OTBETCTBEHHOCTb 3a AOJ/DKHYIO MAEHTUMUKALUMIO KIMEHTA, NPaBUIIbHOCTb 3amnofIHEHUSA MPUHATON
)anobbl-TpeboBaHna (B TOM 4WCNe HanuuMe KOHTaKTHbIX [AaHHbIX W ajpeca) W COOTBETCTBUS C
TpeboBaHWAMM HAaCTOSALLEN NpoLedypbl ¥ PErncTpaLmm B yCTAaHOBNEHHOM NOPSAKE.

OTBETCTBEHHbIN  COTPYAHUK  KOMUPYET >Kanoby-TpeboBaHve W yOOCTOBEPEHME JIMYHOCTWM  NKULA,
nNpeabaABMBLLErO anoby-TpeboBaHWe, CTaBWUT MOAMUCH Ha KOMWUU XKanobbl-TpeboBaHWsA, CTaBUT AaTy
MNPUHATUSA >Kanobbl-TpeGOBaHNS W MPeAOCTaBAAET KOMUKO XXanobbl-TpeboBaHua KWeHTy B KadecTse
[OKYMEHTa, MOATBePXKAatoWero hakT NonydYeHns »anobbl-TpeboBaHWsA, KBUTaHLMKW, NMOCAE Yero cpaasy
oTnpaBnsaeT >Xanoby-TpeboBaHne BMECTe C KOMWen YyAOCTOBEPEHWUS NMYHOCTU NMLa, NPeabsBMBLUErO
»anoby, B OTaen obecneyeHnst Ka4ecTaa.

OThen obecneyveHunss kayecTBa 06ecneynBaeT NPeAoCTaBNeHne OTBETHOrO NMCbMa KNMEHTY B 3aKPbITOM
KOHBEPTE MyTeM OTMPAaBKM 3aKasHbIM MUCbMOM MO MoYTe, nnn nepefadv OTBETCTBEHHOMY COTPYLOHVKY B
cnyyae, ecnu KNMeHT M3bABUA XenaHue nonyynTb oTBeT B dunvane. bonee Toro, B cnyydae nepefayu
OTBeTHOrO nucbMa KineHTy nnYHO, KAWEHT 3anonHAeT daTty MnoflydYeHusa W NoAMUCbIBaeT, CTaBs
COOTBETCTBYHOLLYIO OTMETKY O MOSyYeHUU AOKYMeHTa Ha OTBETHOM NCbMe, @ OTBETCTBEHHbIV COTPYLAHUK
[0 KOHUa AaHHOro paboyero AHs OTnpaBaseT konuito OTBETHOro MMCbMa, MOAMMCAHHOro KineHTom, B
OThen obecneyeHra KavecTBa B a1EKTPOHHOM hopMe.

YKanoba-TpeboBaHMe CUYUTAETCA MPUHATON BaHKOM MO MOYTe UMW 3NEKTPOHHOW MOYTe, eCn K MUCbMY
npukpenneHa WHdbopMaumsa, Heobxoaumas ANsS  WMAEHTUOMKAUMM  KIIMEHTa, B YaCTHOCTM  KOMWs
YOOCTOBEPEHUSA TMYHOCTU.

B cnyuae, ecnn KnveHT cornaceH ¢ oTBeToM baHka, Mexkay baHKoM 1 KnmeHToM B ciyyae HEOOXOAMMOCTM
3aKJIHOYaETCA cornalleHne o NOHOM MAW YaCTUYHOM YAOBNETBOPEHUN TPeGOBAHUS.

B cnydae, ecnn KnneHT He cornaceH ¢ oTBeTOM baHka, OH MOXeT 06patutbes K MNpumMuprTento GUHaHCOBOWM
CncTeMbl COrnacHO NOPSAAKY, YCTAaHOBMNEHHOMY 3akoHOM PA «O npumuputene GbMHaHCOBOW CUCTEMbI» B
TeYeHne 6-u MecaueB CO AHA, korga KaveHT nonydmnn OKOHYaTeNbHblM OTBET baHka wuav He nonyyun
OKOHYaTeNIbHOrO OTBETA B YCTAHOB/EHHbIN MYHKTOM 24 HacTOALLEN NpoLefypbl CPOK.

B cnydyae, ecnn baHk 0693anca yaoBNeTBOPUTL »anoby-TpeboBaHune KnneHTa, 0AHaKO He YA0OBNETBOPUN €€,
KnneHT MOXeT npefdbsBuTb TpeboBaHme K [pumupuTento GUHAHCOBOW CUCTEMbI COTMflTAaCHO MOPSAAKY,
yCTaHOBMEHHOMY 3aKOHOM PA o «[1pumMunpuTene GUHaHCOBON CUCTEMBI».

Mocne nonydyeHns nucbma OT TMpuMUpUTENa GUHAHCOBOW CUCTEMbI O MPedbaABAeHUN TIPUMUPUTENIO
(bMHAHCOBOW CUCTEMbI CO CTOPOHbI KNneHTa »anobbl-Tpe6oBaHnsa K baHky BaHk 06a3yeTca B TedeHne 14-u
paboymx AHel NpefocTaBuTb MNpUMUPUTENIO BDUHAHCOBOW CUCTEMbI MUCBMEHHbIE 06 BACHEHNA, MOSCHEHS
1 (MNK) BO3PaKeHWs, a TakxKe NpoYne AOKYMEHTbI U CBeeHNS No TpeboBaHuto MNpuMmnpuTens GUHaHCOBOW
CUCTEMD!.

Mocne nonyyexHuns pelleHnsa baHka 06 yaoBNeTBOPEHUN UM YAaCTUYHOM YAOBNETBOPEHUM U OTKIIOHEHNM
TpebosaHua MNpUMUPUTENS UHAHCOBOM cMCTeMbI MpUMUpKUTENb HUHAHCOBOW CUCTEMbI paccMaTpuBaeT
TpeboBaHWe KAWEHTa U B YCTaHOBEHHbIE 3aKOHOM PA «O npumupuTtene GUHaHCOBON CUCTEMbI» CPOKMK
NPYHUMAET peLleHne 06 YAOBNETBOPEHNM UM YaCTUYHOM YOBIETBOPEHUM WK OTKIIOHEHUN TpeboBaHus,
nepeAas WAV OTMPABMB MO NMOYTE MO OAHOMY SK3EMMAPY PELLEHUS KaX oW U3 CTOPOH.

[aHHbI OKYMEHT aBnsieTca cobeTBeHHOCTLIO 3A0 «Ai[In BaHk».
HecaHKLMOHMpOBaHHOe BOCMPOV3BEeHME 3anpeLLeHo.
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B cnydae, ecnn B TedeHne 30-1 paboumx AHe ¢ MOMEHTa yBefoMeHna KnveHTa o pelleHnn MpumupnTtens
(DUHAHCOBOW cUCTEMbl KIMEHT 6e30roBOPOYHO M B MUCbMEHHOW (opMe cornallaeTca ¢ pelleHnem, To
pelleHne CTaHOBUTbCS 06s13aTeflbHbIM A1 CTOPOH. B TeueHne ogHOro paéoyero AHs nocne nosyveHus
nncbMa o cornacum KnuneHTa ¢ pelleHnem, nnm no nctedeHnn 30-m pabounx AHel B cnydae Hecornacust ¢
pelleHvem, MNMpuMmnpuTenb GUHAHCOBOM CUCTEMbI 0653aH YBEeAOMUTb BaHK O HaAM4YMKM MM OTCYTCTBMM
NMUCbMEHHOIo cornacusa KnueHTa v, COOTBETCTBEHHO, O TOM, CTAHOBUTCS MU PeLleHns 06a3aTeflbHbIM UK
HeT A9 CTOPOH.

MpoLecc npekpalleHnss pacCcMOTPEHUsT >Kanobbl-TPeboBaHUST KAMEHTa CO CTOpPOHbl  [MpumMupuTens
(DMHAHCOBOW CUCTEMDbI, MPUHYANTENBHOIO UCMOMHEHNS], OCNapUBaHNs peLleHus MNMpumMmnpuTtens drHaHCOBOM
CUCTEMbI perynmpyeTcst 3akoHoM PA «O npummnpuTene GUHaAHCOBON CUCTEMBI».

PaccMoTpeHue TpeboBaHUA Co CTOPOHbI MpuMmpuTensa GUHAHCOBOW CUCTEMbI MPeKpaLlaeTcs, ECNN B X046
paccMoTpeHus baHk 1 KaneHT npuMupunance mnm KNneHT npeabaBnsaeT 3asBfieHMe O OOCTMXKEHUN
cornallenus. B gaHHOM cnydae Mexxay CTOPOHaMM MOXKET OblTb 3aK/K0YEHO CoralleHne O MPUMMPEHUN.

[aHHbI OKYMEHT aBnsieTca cobeTBeHHOCTLIO 3A0 «Ai[In BaHk».
HecaHKLMOHMpOBaHHOe BOCMPOV3BEeHME 3anpeLLeHo.
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	19. Клиенту, изъявившему желание предъявить жалобу-требование, Ответственный сотрудник  предоставляет:
	20. В случае получения жалобы-требования через Примирителя финансовой системы и отправления ответа в электронной форме, сотрудник Отдела обеспечения качества, непосредственно после получения жалобы-требования, однако не позднее, чем на следующий рабоч...
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	23. Жалоба-требование, предъявляемое со стороны Клиента, должна быть составлена в письменной форме и включать в себя:
	24. Банк обязуется предоставить Клиенту письменный ответ в течение 10 дней с момента получения жалобы-требования от Клиента, который должен включать в себя:
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	ГЛАВА 5. ПРЕДЪЯВЛЕНИЕ ЖАЛОБ-ТРЕБОВАНИЙ В БАНКЕ
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	29. Отдел обеспечения качества обеспечивает предоставление ответного письма Клиенту в закрытом конверте путем отправки заказным письмом по почте, или передачи Ответственному сотруднику в случае, если Клиент изъявил желание получить ответ в филиале. Бо...
	30. Жалоба-требование считается принятой Банком по почте или электронной почте, если к письму прикреплена информация, необходимая для идентификации клиента, в частности копия удостоверения личности.
	31. В случае, если Клиент согласен с ответом Банка, между Банком и Клиентом в случае необходимости заключается соглашение о полном или частичном удовлетворении требования.
	32. В случае, если Клиент не согласен с ответом Банка, он может обратиться к Примирителю Финансовой Системы согласно порядку, установленному законом РА «О примирителе финансовой системы» в течение 6-и месяцев со дня, когда Клиент получил окончательный...
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