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[aHHbI JOKYMEHT aBnsieTca cobeTBEHHOCTHIO 3A0 «Ai[ln BaHk».
HecaHKLVOHPOBaHHOE BOCNpOW3BeAeHNe 3anpeLLeHo.
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1. Uenbto HacTosAwen npouedypbl SBASETCA YCTAHOBJSIEHWE OCHOBHbLIX MPUHLMMNOB  PACCMOTPEHMUS
BbITEKAMOLLMX U3 YaCTHbIX MPaBOOTHOLLEHW )Xanob-TpeboBaHnin K 3AO «Ann BaHk» CO CTOPOHbI KIIMEHTOB
BaHka 1 obecneyeHnss B3aMMOOTHOLLEHMI C [puMnpuTenemM GUMHAHCOBOW CUCTEMbI, @ TakXXe MpouMX
NPaBOOTHOLLEHWI, CBA3aHHbIX C 3aLMTOM NpaB NoTpebuTenei.

2. Vcnonb3yeMble B HacTOALLEN NpoLielype onpeAeneHuns 1 CoKpalleHa UMELOT crefytollee 3HaueHMe:

1) bBaHk — 3A0 «Ann BaHk»

2) Xano6a-Tpe6oBaHWe — >anoba-tpebosaHue, npeabsBnaemas KnneHToM BaHky B MUCbMEHHOW
hopme, KoTopas CBsI3aHa C HapyLLeHMeM 06513aHHOCTEN MO YaCcTW NPeAoCTaBNEeHMS YCYr CO CTOPOHb
H6aHKa W COAEPXKUT WMYLIECTBEHHOe TpebGoBaHWe, WM OTHOCWUTCHA K KpeauTHOW uHbopmMaLmy,
YCTaHOBJIEHHOWM 3aKOHOM «06 060poTe KpeaAUTHON MHPOopMaLMK U AEATENBHOCTU KPeanTHbIX 6ropo»
WM CBSI3aHa C HEM U COAEPXKUT UMYLLIECTBEHHOE U/UTN HEMMYLLIECTBEHHOE TpeboBaHue.

3) KnMeHT — dusmyeckoe NnLO MAK YacTHbIA NpeanpuHMMaTENb UK FOPUANYECKOE NNLO, B TOM YKCTe
MUO, npeaocTaBmBlUee baHKy cpeAcTBO obecrnedeHns 06a3aTenbCTB, KOTOPOe MpeabsBuio
TpeboBaHWe, CBA3aHHOE C MPeAoCTaBAseMbIMM BaHKOM ycnyramu Mnm cpefAcTBOM obecnedeHus,
COrnacHo 3akoHy PA «O npumMupuTene GUHaAHCOBOW CUCTEMDI».

4) TMpouecc paccMoTpeHuns XXanobbl-TpeboBaHns — MpoLecc, KOTOpbI BKAKOYaeT B cebs NpeabaBneHmne
BaHKy »anobbl-TpeboBaHWA CO CTOPOHbI KNMEHTa, MPUHATUE, pacCMOTPEHNE XXanobbl-TpeboBaHUA 1
npefcTaBneHNss OTBETHOMO MMCbMa CO CTOPOHbl baHka, B TOM 4uMcie pasrfalleHne CBS3aHHOW C
»Kanobon-TpeboBaHneM MHOOPMaLIMK KIMEHTY B TeYEHMe yKa3aHHOro npoLiecca.

5) lMakeT [OKYMEHTOB — [loroBopa, COrnalleHus, cornacusi, 3aktoueHHble ¢ KNneHTOB B CBA3K C
npeaMeToM YXKanobbl-TpeboBaHWs, 3aaBNEHNS NPeAoCTaBNeHHbIE KIMEHTY JOKYMEHTbI, B TOM YuMce
BbIMUCKN, yBEAOMEHNS U T.A.

6) TpUMMPUTEND PUHAHCOBOM CUCTEMbI — GhU3NYecKoe NNLO, pacCcMaTpuBatollee NMpedbsiBAEHHbIE
NpoTUB baHKa »anobbl-TpeboBaHUs 1 NPUHUMALIOLLIEE PELLIEHME MO YacTu 3TKX XKanob-TpeboBaHui,
COrNacHo NOIHOMOYMAM, AaHHbIM 3aKOHOM PA «O npumuputene GMHaHCOBOW CUCTEMbI».

7) OTBETCTBEHHbIA COTPYAHWK — COTPYAHWK, BbINOMHAOLWMA QYHKUMM NPUHATUS >Kano6-TpeboBaHWii
K/MEeHTaA M NIMYHOrO MpefocTaBieHnss HeOOXOAMMON MHMOPMaLMKN, a TakxKe OTBETHbIX MUCEM, B
YaCTHOCTM KOHCyNbTaHT wan PykoBoauTenb OTaena 06CNY)KMBaHUS KAMEHTOB Guavana u
KOOpAMHATOP, CeLManucT nam pyKoBoaMTeNb YNpaBieHns npeMmanbHbix 6aHKOBCKMX YCyT.

3. llpouecc paccMoTpeHns XXanob-TpeboBaHuin KNnmeHToB, a Takyke MUHMManOHble TpeboBaHWs K BHYTPEHHUM
NpaBOBbIM aKTaM, OMUCbIBAOLLMM 3TOT NpoLecc, 0bLLMe NpaBuaa U NPUHLMMbI yCTaHaBAMBArOTCA 3aKOHOM
PA «O npumuputene dGUHAHCOBOW cucTeMbl», [onoxennem 8/04 «MuHUManbHblE YCNOBUS U MPUHLUMMDI
BHYTPEHHUX MPaBOBbIX aKTOB, PEryMPYHOLUMX MPOLECC PacCMOTPEHMA Xanob-TpeboBaHnin KnaneHToB,
yTBEpXAeHHbIM CoBeToM LB PA, BHYyTpeHHUMM NPaBOBbIMU aKTaMK, yTBEPXKAEHHBIMK YNOTHOMOYEHHBIMM
opraHamu ynpaBneHunst 6aHKa, 1 HacTosILLEN NpoLeaypPOW.

4. B cpenkax, 3akntodaembix Mexay baHkoM 1 KnneHToM, AoMXKHO 6biTb yNOMUHaHMe O TOM, Y4TO TpeboBaHus,
BblTeKatoLlme M3 caenkn, MoryT 6biTb npeabsaBneHbl KnneHtom Mpumupntento hUHaHCOBOW CUCTEMBI
cornacHo 3akoHy PA «O npummputene GrUHaHCOBOW CUCTEMbI».

[aHHbI JOKYMEHT aBnsieTca cobeTBEHHOCTHIO 3A0 «Ai[ln BaHk».
HecaHKLVOHPOBaHHOE BOCNpOW3BeAeHNe 3anpeLLeHo.
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Mpn BbiABNEHMM BaHKOM MHMOpPMaUMKM, YCTAHOBMEHHOW HACTOALEN NpoLeaypor, AOMKHbI 6biTb
COOMIOAEHbI MEPEUYNCNIEHHbIE HMYKE OBLLIME MPUHLIMMBI:
1) WHbopmaums nsnaraeTcs NpocTbiM M AOCTYMHbIM KIIMEHTY CNOCO60M, HE COAEPXKUT COMBAtOLLIME C
TOJIKY, HEMOHATHbIE NW BBOASLIME B 3a6/y>KAeHWE CrioBa 1 Gpasbl,
2) WHbopMaums nanaraetca kak MUHUMYM Ha apMSIHCKOM $13bIKe, 38 UCKJTHOYEHEM ClyYaeB, Koraa no
B3aMMHOMY cornacuto KnmeHta n baHka BbibpaH Apyrom A3blk,
3) WHbpopMaumsa umanaraetcs yAo6HbIM AN9 YTEeHUs WpudTOM M pasMmepamun OykB, a B Ccllydae
pasMelleHns 06 bABAEHMS, OHO Pa3MeLLaeTCa Ha BUAMMbIX MECTaXx.
baHk Bcerga obecrneymBaeT HanMume yKa3aHHbIX HUXKE [OKYMEHTOB Ha WHTEpHeT cTpaHule baHka, Ha
9M1EKTPOHHbIX MHMOOPMAUMOHHbIX MaHenax, pasMeLLEHHbIX B Gunvanax baHka, B BMAe OTAENbHbIX
6ronneTeHen No MecTy AeATENbHOCTM Ha BUANMbIX MeCTax B 3a/ie 06CNy>KMBaHNS KNMEHTOB:
1) O6pasel hopMbl NpeabaBneHns KnmeHToM xanobbl-TpeéoaHus (Mpunoxenve 1)
2) ®opma «4T0 fenatb, ecnn y Bac ecTb xano6a?» (Mpunosxexue 2),
3) HacTosulas npoueaypa.
Ha BuaMMOM MecTe B 3ane OO6CNYXXMBAHUSI KIIMEHTOB AOMXKHO OGbiTb pasMelleHo (yCTaHOBEHO)
06bsABNEHNE O TOM, YTO KameHT mMoxeT y OTBETCTBEHHOro COTPyAHMKA MOAPO6GHO O3HAKOMMUTLCS C
BHYTPEHHMM aKTOM baHKa 0 paccMOTpeHUM »anob-TpeboBaHU KIMEHTOB, a Npu xenaHun KnneHta baHk
6ecnnaTHO NPeAoCTaBASET KIIMEHTY KOMMUIO HAacTOsLLIENR NpoLeaypbl.
Ha nHTepHEeT cTpaHuLEe U B 06bABAEHMM MO MECTY AeATeNbHOCTM baHK Nny6amKyeT, a TakxKe No TpeboBaHmIo
KaXKAoro »enarowlero npefocraBnsger Homep tenetboHa OTaena ynpaBfieHUs KavyeCTBOM, MO KOTOPOMY
K/IMEHT MOXET 06paTUTbCA B baHK A41a NofyyYeHns cBegeHnii o npeabaBieHHON anobe-TpeboBaHuN.
OTBETCTBEHHbIV COTPYAHWUK B YCTHOW hopme coobliaeT KAneHTy, n3bABMBLLEMY XXenaHne NpeabsBuTb
Xanoby-Tpe6oBaHre, 06 YCTAHOB/IEHHbIX HACTOSLIEN MPOLEAYPOM YCNOBUSX U TpeboBaHMAX MO
NpeabsBAEHNIO XXano6-TPeboBaHNIA.
CoTpyaHUK Kakoro-nnbo 13 noapasaeneHuini baHka, KOTopbId Nony4na »anoby-TpeboBaHns KnveHTa, nnn
KOMy KAMEHT coobLmMn O >KeflaHuM npeabsBUTb Xanoby-TpeboBaHWe, PYKOBOACTBYSCH MpaBuiamm
HacCTosILLERn npoueaypbl, NpeaocTaBnaeT KaMeHTy AaHHble KOHTaKTHOM uHopmaumn OTBETCTBEHHOIMO
coTpyaHuka nnv OTaena ynpasieHust KayecTBoM (paboumnii Homep TenedoHa 1 9NeKTPOHHbIN afipec).
B cnyyae, ecim pasbsACHEHWE CBA3aHHbIX C XXanoboi-TpeboBaHeM BOMPOCOB 3aMMCbIBAETCS, COTPYAHMK
OTnoena ynpaBfieHns Ka4ecTBOM NpeaBapuTeNbHO coobLiaeT KnmneHTy 06 aToM.
OCHOBHbIM OTBETCTBEHHbIM JIMLOM 3a obecrneyeHne TpebOoBaHWN W  KOOPAMHALMIO MPOLIECCOB,
YCTaHOB/EHHbIX HACTOSLLIEN Npoueaypor, apnaetcs OTAeN ynpaBieHns Ka4eCcTBOM.

Mpouecc NpUHATUA, OBCYXKAEHWUA >Kano6-TpeboBaHWA KAWEHTOB B baHKe, MPUHATUA  peLLeHWH,
NpeaoCTaBNeHNA OTBETOB Ha »anobbl-TpeBOoBaHWUS, OCYLLECTBIEHUA MOHWUTOPUHIa AaHHOMO MpoLEecea,
yCTaHaBIMBAETCA HACTOSALIEN NPOLEAYPOA M MPOYMMM BHYTPEHHUMM MPABOBbIMU aKTamu, MPUHATHIMU
YNMOHOMOYEHHbIMM OpraHamu yrnpasneHns banka.

ApnpecoBaHHas baHky »xanoba-TpeboBaHme Co CTOPOHbI KnneHTa npeabaBAseTca B MMCbMEHHOM hopme.

B cnyuvae nonydeHna xxanobbl KnneHTa B banke n/unm no tenedoHy OTBETCTBEHHbIN COTPYAHUK BaHka
npeactaenaeT  KnneHTy UHOOpMaUMIO, HEOBXOAUMYIO ANS  NpedbsBleHUs >Kanobbl-TpeboBaHus,
YCTaHOBJIEHHYHO B HACTOSILLEN FNaBe, 1 MpoLedypy NPUHATUS >Kanob.

KnneHT MOXXeT MpeabsBUTb CBOKO MUCbMEHHYHKD >Xanoby-TpeboBaHuve B baHK fIM4HO, MOCpPeACTBOM
NpeAcTaBuTeNs, a Takke Yepes MNpumMupuTens GUHaHCOBOW CUCTEMBI.

[aHHbI JOKYMEHT aBnsieTca cobeTBEHHOCTHIO 3A0 «Ai[ln BaHk».
HecaHKLVOHPOBaHHOE BOCNpOW3BeAeHNe 3anpeLLeHo.
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MncbMeHHas xanoba-TpeboBaHne KnneHTa K baHKy MOXET 6bITb NpeabaBAeHO:

1) JInuHo,

2) To noute,

3) [0 aNeKTPOHHOM nouTe.
KNneHTy, n3bABMBLLEMY XenaHne NpedbsaBuTb anoby-TpeboBaHne, OTBETCTBEHHbLIN COTPYAHUK YCTHOR
hopMe COoOBLLAET, YTO:

1) >Kanoba-TpeboBaHue cunTaeTca NpefbsaBIeHHON TOMIbKO B Crlydae ero npeabsBneHna KnvMeHTom B

BaHK B MMCbMeHHO hopMe MO OHOMY M3 yKa3aHHbIX Bblille CMOoCO6OB,
2) KAveHT MOXEeT TMpMoBpecT HacTosAllyko Mnpoueaypy c oduumanbHoro caita baHka wnn
obpaTuBLLNCH B BaHK.

KnneHTy, W3bSABMBLUEMY >XenaHue MpeabaBuTb >Kanoby-TpeboBaHMe, OTBETCTBEHHbIA COTPYAHMK
npefoCTaBnseT:

1) 06pa3sel hopMbl NpeabsBAeHNa KNMeHTOM xanobbl-TpeboBaHus (Mpunosxkerve 1),

2) ®opma «4T0 genatb, ecnu y Bac ecTb xano6a?» (MpunoxeHwe 2).
B cnydae nonyyeHuns »anobbl-TpeboBaHns vepes [NMpumupnTtens hUHaHCOBOW CUCTEMbI U OTNPaBeHMS
oTBeTa B 3MeKTPOHHOW (GopMe, COTpyAHWK OTAen ynpaBieHUs KadeCTBOM, HemoCpeACTBEHHO nocne
nosyYeHns »anobbl-TpeboBaHWs, 0AHAKO He No3AHee, YeM Ha CNeayroLLIMin pabounii AeHb, OTNPaBASET Ha
9N1EKTPOHHbIN agpec KnueHTa, M3BeCTHbIN BaHKy MK yKkasaHHbI B kanobe-TpeboBaHnM, MONy4eHHOR Yyepes
MpummnpuTens GUHaHCOBOW CUCTEMbI, MUCbMO, MOATBEPXKAAtoLee GakT Noy4eHUs >anobbl-TpeboBaHUs
(KBUTAHLMIO), B KOTOPOM YKa3blBaeTCs AaTa NonydeHns »anobbl-TpeGoBaHns, naeHTUOUKALMOHHbBIA HoMep
(ykasaHue) »anobbl-TpeboBaHuA, a Takxke MHbopMaLMs, yCTaHOBNEHHAst B MyHKTax 18 n 19 HacTosLen
npoLeaypbl, N0 Mepe BO3MOXXHOCTM.
B cnyuyae nonyyeHus »anobbl-TpeboBaHWA MO SNeKTPOHHOW nouTe, OTAen ynpaBneHUs KayecTBOM,
HenocpeACTBEHHO MOC/e NOoMydYeHUs Xanobbl-TpeboBaHMSA, OAHAKO He MO3JHee, YeM Ha Creaytolmi
pabounii AeHb, OTNPaBASET Ha SN1EKTPOHHbIN agpec KnneHTa, n3BeCTHbIN baHKy nan ykasaHHbIN B ykanobe-
TpeboBaHMM, TEM >Ke CMOCOOOM, KakvMM Obl1o MosyYeHa »anoba-TpeboBaHwe, OTnpaBaseT MUCbMO,
noATBepXKAatollee GakT nonydyeHns »xanobbl-TpeboBaHns (KBUTAHUMIO), B KOTOPOM YKasblBaeTcst AaTa
NoyYeHrs >Kanobbl-TpeboBaHUs, MAEHTUDUKALMOHHDBIA HOMEP (yYKasaHue) xanobbl-TpeboBaHus, a Takxke
nHbopMaLms, ycTaHoBNeHHana B NyHKTax 18 1 19 HacToALerh npoueaypbl, MO Mepe BO3MOXHOCTY.
B cnyyae nonyyeHus »xanobbl-TpeboBaHns NM4HO OTBETCTBEHHbIN COTPYAHWK MPeAoCTaBASET KIAMEHTY
NMCbMO, NMoATBepXKAaroLLee haKT NOSyYeHUst XKanobbl-Tpe6oBaHMA (KBUTAHLMIO), B KOTOPOM yKa3blBaeTcs
JlaTa npeabsaBAeHNUs XKanoobbl-Tpe6oBaHWs, NAEHTUGUKALMOHHbBIA HOMep (yKasaHue) »anobbl-TpeboBaHus,
NOANMCH NPUHABLLErO »Kanoby-TpeboBaHWe COTPYAHMKA, U (Mnn) NnevaTb baHka.
YKano6a-Tpe6oBaHue, NpeAbsBNSEMOe CO CTOPOHbI KnneHTa, AoMKHa 6biTb COCTaB/eHa B MUCbMEHHO
opMe 1 BKIOYaTb B cebs:

1) Wma, damununio (HassaHue) KnvenTa,
2) CpeacTsa obpaTHol cBs3K ¢ KnneHToM (agpeca hakTU4ecKoro npoXxmneaHns (MeCTOHAXOXAEHWS) U
perncTpaumm, Homep TenedoHa, afipec NEKTPOHHOM NOYTbI MPW HANWUYMN),

3) Pa3amep MMYyLLIECTBEHHOMO TpeboBaHUs (Mpy HanUumn),

4) CopepkaHue xanobbl-Tpe6oBaHna (onmcaHne 06CTOATENBCTB, Ha KOTOPbIX OCHOBAHO TpeboBaHue),
5) [eHb, Mecsil| 1 rof npebsBieHust TpeboBaHus,

6) [MoAnuCb KIMeHTa UK NKLE, UMEKOLLIErO MOSIHOMOYMS AEeACTBOBATL OT UMEHM KOMMaHWU B criyyae

KNWEeHTa, ABNAIOLLErocs opUANYECKNM NULIOM,

7) Konuto yaoCTOBEPSIIOLLEro IMYHOCTb AOKYMEHTA KIIMEHTA, ABNSAOLWErocst GUanYecknm InMLoM, 1nn
KOMUIO [IOKYMEHTa rOCYAapCTBEHHOM perucTpaunum unnm uaeHTUOULUUPYIOLWMIA HOMEDP KIMEHT],
ABNAIOLLErOCA MHANBUAYANbHBIM MPEeANPUHUMATENEM U FOPUONYECKUM NIULIOM,

[aHHbI JOKYMEHT aBnsieTca cobeTBEHHOCTHIO 3A0 «Ai[ln BaHk».
HecaHKLVOHPOBaHHOE BOCNpOW3BeAeHNe 3anpeLLeHo.
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8) B cnydae, ecnu Xanoba-TpeboBaHne NpeabsaBAaeTCsl CO CTOPOHbI NpefAcTaBuTena KnneHTa, Takxke
[IOBEPEHHOCTb, BblaHHaA COMMacHO YCTaHOBMEHHOMY 3aKoHOAATeNbCTBOM  PA  Mmopsaaky,
noATBepyKAatoLlad MOSIHOMOYNA MPeACTaBUTENS, a TakXXe KOMUS YAOCTOBEPANOLIEro JIMYHOCTb
[OKYMEHTa NpeAcTaBUTeNs KIIMEHTa.

BaHk 0653yeTcs NpefocTaBuTb KNNMeHTy MMCbMEHHbIA OTBET B TedeHne 10 AHEN C MOMEHTA MoJydYeHus
»Kanobbl-TpeboBaHNsA OT KnneHTa, KOTOPbIA A0MKEH BKKOYATb B Cebs:

1) YeTkyro nosuumo baHka 06 OTKIOHEHWW, YAOBMETBOPEHUWM WM 4YaCTUYHOM YOOBETBOPEHMM
TpeboBaHMa KNneHTa, a Tak>Ke NPpUYMHY peLleHns.

2) [aHHble (HasBaHWe nodpasaeneHns unmn uMd, GamMunns, JOMKHOCTb COTPYAHMKA NOAPasaeneHns) 1
cpeAcTBa cBssun (TenedoH, agpec 9. NoYTbl U T.4.) COTpyAHMKa OTaena ynpaBieHus KayecTBOM U
(unv) noapasgeneHns Ana paccMoTpeHns Xanobbl-TpeboBaHWs, a TakKe MHHOPMaLMs O TOM, YTO B
Cly4ae BOMPOCOB MO pe3ybTaTaM pacCMOTPeHNSA »anobbl-TpeboBaHms KIMeHT MOXET 06paTUTbCS
B noApasfeneHue uin K COTpYaHWKY, yKasaHHbIM B HACTOSLLEM MYHKTE.

3) YkasaHue o TOM, YTO B cfyyae, ecnn KnneHT He ya0oBNeTBOPEH NMUCbMEHHbIM OTBETOM Ha »anoby-
TpeboBaHue, KNMeHT nMeeT NpaBo 06paTuTbes B ey Man K [puMmpntento hrMHaHCOBOM CUCTEMY UK
B LleHTpanbHbIi BaHk nnmn B apOUTpaXKHbI TpUbyHan, ecnm nMeeTcst apbuTpaxKHoe cornalleHue, B
LeNsax 3almTbl CBOUX MpaB, a TakXXe MHMOopMaumMs O TOM, B KakmMe CPOKM KIIMEHT MMEET MpaBo
06paTnTbCa K [NpUMUPUTENO PUHAHCOBOM CUCTEMbI B criydae, ecnn KNneHT He yaoBNeTBOPEH
MMCbMEHHbIM OTBETOM Ha >Xanoby-TpeboBaHume.

B cnydae OTKIOHEHWS WMAKM YacCTUYHOrO YAOBMETBOPEHWUS >Kanobbl-TpeboBaHWS BMeCTe C OTBETHbIM
nMcbMoMm KnueHTy npepocTtaensietca dopma «HTo genatb, ecnn y Bac ecTb »ano6a?» (Mpunoxexue 2).
BaHk obcyxaaeT >kanoby-TpeboBaHWe KnmeHTa, ecnn oHa 6blna NpefbsBieHa B Te4eHMe OAHOro roga
Ha4yMHaA C MOMEHTa, Korfa KnneHT y3Han v Mor y3HaTb O HapyLLeHWM CBOEro npaea.

KnmeHT unun npeacTaBuTenb KnneHTa BMECTE C »anoboin-TpeboBaHneM 1 yjoCTOBEPEHNEM NIMYHOCTU NNLA,
NpeabsaBNSIOLLIETO »Kanoby-TpeGoBaHue, NpeabsaBAeT )anoby-Tpe6oBaHne OTBETCTBEHHOMY COTPYAHUKY,
KOTOPbIN Nocne naeHTMbuKaLmMm nua, NpeabsaByBLIErO Xanoby-TpeboBaHue, 1 NPOBEPKN NPaBUIbHOCTY
3aMoSIHEHNA 3asiBKM »Kanobbl-TPEOOBAHNS M COOTBETCTBUSI C TPEOOBAHUSAMM HACcTosLen npouenypbl,
PErnCTPUPYET XKanoby-TpeboBaHne B COOTBETCTBUM C BHYTPEHHUMM NPaBOBbIMU aKTaMK, PErYIUPYHOLLIMMU
npoLiecc 06paboTKM 3aABNEHNI Y MUCEM, MPUHATBIX OT KNMEHTOB. Bonee Toro, OTBETCTBEHHbIN COTPYAHMUK
HeceT OTBETCTBEHHOCTb 3a AOSKHYO UAEHTUOUKALMIO KIMEHTA, NPaBUIbHOCTb 3aMOSIHEHUST MPUHATOW
anobbl-Tpe6oBaHMa (B TOM 4MC/E HanMuMe KOHTaKTHbIX [aHHbIX M agpeca) M COOTBETCTBUA C
TpeboBaHMAMM HACTOSALLEHR NPoLedypbl M PErMCTPaLMM B YCTAHOBIEHHOM MOPSALIKE.

OTBETCTBEHHbIA  COTPYAHWMK KOMWPYET >Kanoby-TpeboBaHWe U  YAOCTOBEPEHWE JIMYHOCTU  NMUa,
NpeabsaBMBLLErO >Kanoby-TpeboBaHne, CTaBUT MOAMMCH Ha KOMWM >Kanobbl-TpeGoBaHus, CTaBuT aaTy
MPUHATUA »Kanobbl-TPe6OBaHUS 1M NPefOCTaBASET KOMUIO »anobbl-TpeboBaHWsa KnMeHTy B KayecTBe
JIOKYMEHTa, MOATBEPXKAAOWEro haKT MoslydeHnss xanobbl-TpeboBaHNs, KBUTAHLMK, NOCTe Yero cpasy
oTnpaBnAeT >Xanoby-TpeboBaHne BMECTE C KOMUeh yOOCTOBEPEHUA JIMYHOCTM NnLE, NMpPedbsBUBLLETO
»ano6y, B OTAen ynpaBieHnst Ka4eCTBOM.

OTaen ynpaBfieHns Ka4ecTBOM obecrnedvBaeT NpefocTaBneHne OTBETHOMO NMCbMa KIMEHTY B 3aKPbITOM
KOHBEPTE MyTeM OTNPaBKM 3aKasHbIM MCbMOM MO NoYTe, UK nepefadv OTBETCTBEHHOMY COTPYAHWUKY B
cnydae, ecn KNneHT M3bABUN XKenaHue nonydnTb oTBeT B dunvane. bonee Toro, B cnydae nepegadqu
OTBETHOrO nuUcbMa KAMEHTY NM4YHO, KNMEHT 3amnofiHaeT fgaTy TMosyYeHnss M MNOAMNUCbIBaeT, CTaBs
COOTBETCTBYHOLLYHO OTMETKY O MOJyYeHnn AokyMeHTa Ha OTBETHOM nucbMe, @ OTBETCTBEHHbIN COTPYAHUK

[aHHbI JOKYMEHT aBnsieTca cobeTBEHHOCTHIO 3A0 «Ai[ln BaHk».

HeCaHKuVIOHMDOBaHHOe BOCnpowvsee[eHWe 3arpeLuieHo.
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[0 KOHUa AgaHHoro patodyero AHs oTnpaBnser Konmto OTBETHOro NMcbMa, NoAMMCcaHHOro KnmneHTtowm, B
OTAen ynpaBneHust Ka4eCTBOM B S1EKTPOHHOM hopMe.

Xanoba-TpeboBaHMe cUMTaeTCa MPUHATON BaHKOM MO MoYTe WM 3MEKTPOHHOM MOYTE, eCln K MUCbMY
npvKpenneHa wHGopMaunus, Heobxoaumas ANa WUAEHTUOUMKaAUMKM  KIMEHTa, B 4aCTHOCTM  KOMuA
YOOCTOBEPEHUS NTNYHOCTM.

B cnyyae, ecnv KnueHT cornaceH ¢ oteeToM baHka, Mexay baHkom 1 KnneHToM B criydae Heo6x0aMMOCTH
3aKJ/THOYaETCS CorlalleHne O MOSTHOM UM YaCTUYHOM YAOBETBOPEHNN TPEOOBAHMA.

B cnyyae, ecnv KnneHT He cornaceH ¢ 0TBeTOM baHka, OH MOXeT 06paTuTbes K MNpumMmputento GMHaHCOBOWM
CucTeMbl COrflacHO MOPSAAKY, YCTaHOBAEHHOMY 3akoHOM PA «O npumupntene GUHaHCOBON CUCTEMbI» B
TeyeHne 6-M MecsaueB CO [AHA, Korda KAMeHT monyydnsl OKOHYaTeNbHbIM OTBET baHka mamn He nomyyun
OKOHYaTeNbHOrO OTBETA B YCTAHOBEHHbIW MYHKTOM 24 HacTosLLEeN NpoLedypbl CPOK.

B cnyyae, ecnu baHk o6s13ancs y1oBNeTBOPUTD Xanoby-TpeboBaHmne KnneHTa, 04HaKo He yAOBAeTBOPUI ee,
KnvmeHT MoXKeT npeabsBuTb TpeboBaHWe K [MpuMUpUTENtO MUHAHCOBOW CUCTEMbI COMMacHO MOPSAKY,
YyCTaHOBNEHHOMY 3aKOHOM PA o «[TpumMupuTene GUHaHCOBOWM CUCTEMbI».

Mocne nonyyeHns nucbMa OT [lMpuMuMpUTENna (MHAHCOBOW CUCTEMbl O MpeabABAeHMU [TpUMUPUTENIO
(DMHaAHCOBOW CUCTEMbI CO CTOPOHbI KnneHTa »anobbl-TpeboBaHma K baHKy baHk 06a3yeTcs B TedeHne 14-um
paboymx AHEN NpeaocTaBUTb INpUMUPUTENO GUHAHCOBON CUCTEMbI MUCbMEHHbIE OO BSACHEHNS, MOSICHEHMS
n (MNK) BO3PaXKEHUS], @ TAKXKE NMPoYMe JOKYMEHTbI U CBEAEHNS MO TPeGoBaHMIO MpUMUPUTENS hUHAHCOBOM
CUCTEMbI.

Mocne nonyyeHns pelleHns baHka 06 yOBAETBOPEHMM UM YaCTUYHOM YAOBAETBOPEHNN UM OTKIOHEHMM
TpeboBaHua MNpummpnTens GUHAHCOBOW CUCTEMBI MpUMUPUTENL (BUHAHCOBOW CUCTEMbI pacCcMaTpuBaeT
TpeboBaHWe KNNEHTa U B yCTaHOBMEHHblE 3aKOHOM PA «O mpumuputene GMHaAHCOBOW CUCTEMbI» CPOKM
NPUHUMaET pellieHne 06 yOOBNETBOPEHNN MM YAaCTUYHOM YAOBNETBOPEHUM UM OTKIOHEHWM TpeGoBaHMS,
nepefas WM OTNPaBUB MO NOYTE N0 OAHOMY 3K3EMMISAPY PELLEHNSA KaXK 0N N3 CTOPOH.

B cny4yae, ecnn B TeyeHne 30-1 paboumx AHel ¢ MOMeHTa yBeoMAeHnsa KnmeHTa o pelieHn Mpummputens
(buHaHCOBOW cucTeMbl KaneHT 6e30roBoOpoYHO U B MUCbMEHHOM (opMe cornallaeTcs C pelleHnem, To
pelleHne CTaHOBUTbCS 06513aTeNbHbIM AN CTOPOH. B TeueHme ogHOro paboydero AHSA nocsie NosydeHus
nMcbMa o cornacumn KnveHTa ¢ pelieHneM, nnn no mcteveHnn 30-m pabounx AHei B ciydae Hecornacus ¢
peLleHnem, MpuMmnpuTens GUHAHCOBOM CUCTEMbl 0653aH yBeAOMMUTb BbaHK O HaaMumMm MM OTCYTCTBMM
nMcbMeHHoro cornacusa KnmeHTa 1, COOTBETCTBEHHO, O TOM, CTAHOBUTCS N peLleHnst 0693aTeNbHbIM UK
HeT A19 CTOPOH.

MpoLecc npekpalleHnss paccMOTPEeHUs >Kanobbl-TpeboBaHUS KAMEHTA CO CTOPOHbI  [pumuputens
(DUHAHCOBOW CUCTEMBbI, MPUHYAUTENBHOIO UCMOMHEHNS, OCNapnBaHNs peLleHns MNMpumMmnpuTena hbrHaHCOBOM
CUCTEMbI PerympyeTcst 3aKkoHOM PA «O npumMupuTene GUHaHCOBOW CUCTEMbI».

PaccMoTpeHune TpeboBaHMs Co CTOPOHbI MpuMmnpuTens MHAHCOBOM CUCTEMbI NPeKpaLLliaeTcs, ECM B Xo4e
paccMoTpeHust baHk 1 KAneHT npuMupunncb nnm KnneHT npeabaBndeT 3adBfieHMe O OOCTUMXKEHWUN
cornallenus. B gaHHOM ciydae Mexxay CTOpoHaMU MOXKET 6bITb 3aKIKOYEHO CornalleHne O MPUMUPEHUN.

[aHHbI JOKYMEHT aBnsieTca cobeTBEHHOCTHIO 3A0 «Ai[ln BaHk».
HecaHKLVOHPOBaHHOE BOCNpOW3BeAeHNe 3anpeLLeHo.



