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BepHYTLCA B comepikaHue

OOHOBJIEHHBIU OOTOBOP BCTynui B cunny: 18-03-2022

IIpaBHIa NpeTbsIBJIEHHUSI H PACCMOTPEHHSI MPEeTeH3UH
(zxa;100) KJIMeHTOB

OO01IMe MoJI0KeHus

1. IIpaBusna npeobsaIBIEHUS M PACCMOTPEHUS TpeTeH3un (XKanoo)
KnuenToB (manee - [IpaBuia) onpenessioT TpeboBaHUS K
IIPEObSIBIEHUIO M PACCMOTPEHUIO ITpeTeH3ul (Kano0) KinneHToB, a
TaKzKe IPeaoCTaBIeHUI0 UM OTBETa.

2. lens [IpaBun - opraHu3oBaTh NIpoLecc 00pabOTKU IIPEeTEeH3UNU
(3xa1100) KnrueHTOB cripaBedInuBLIM, 9pHEKTUBHBIM U OOJIXKHBIM
oOpa3om.

3. Acnionb3yemeie B [IpaBunax mOHATUS:

3.1. YupeixxaeHue - JIUIIEH3UPOBAHHOE IIPeaCTaBUTENILCTBO Paysera,
3aperucrtpupoBasliee KireHnta B Cucreme.

3.2. KnueHT — pu3ndeCcKoe IuIll0, KOTOPOE 3aperuCTPpupPoOBaIoCh B
Cucrteme U co3gajio YUETHYIO 3alluCh.

3.3. IIperen3us (Kay100a) - muckMeHHOe oOpailrenne KineHTa B
YupexaeHue, B KOTOPOM yKa3hIBaeTCs, YTO HaPYIIIeHbl IIpaBa UIx
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3aKOHHBIE MHTEPECH! JINIA, CBI3aHHbIE C IIPEeI0CTaBIeHUEeM YCIIyT
YupexngeHUs UM 3aKITII0YEeHHBIMU C YUYpexXIeHueM JOTOBOPaMHu, 1
ecTh Npockba yIOBIETBOPUTEL TpeboBaHusa KineHTa.

3.4. PaccCMOTpeHHe nMpeTeH3uH (Kay100) - JesaTeIbHOCTh
COTPYOHHUKOB YUpexXOeHUs, BKIIIo4alolnasa B ce0s mpueM u
PEerucTpaliiio IpeTeH3ul (2kago0), YyCTaHOBJIEHNE CYTH IIPETEeH3UM
(:kam00), a TaKKe IIOATOTOBKY M IIPEOOCTaBJIeHNEe OTBeTa KineHTy.

3.5. PerucTrpaniuOHHBIH KyPHaJ/I IPeTeH3uHn (2Ka100) - XKypHall, B
KOTOPOM PETUCTPUPYIOTCS NPeTeH3uu (3Ka1o0bl), IIOTyYeHHEIE OT
KnueHTOB HaOPsIMYIO, IO II0YTE, 3JIEKTPOHHOM MOYTe UJIN OPYTUMHU
3JIEKTPOHHBIMU CIIOCOOaAMMU.

3.6. OTBeT - npegocTaBjieHHbIM K/IMEeHTy B IMCbMEHHOM BUE OTBET
Ha IIOCTaBJIEHHBIE UM BOIIPOCH U (MJI1) BEIABUHYTHIE UM TPeOOBaHUS.

3.7. Iloab30BarTeab - PU3NYECKOe (YaCTHOE) JIUI0, KOTOPOoe
IIOJIB3YETCS YCAyraMu YUpexXOeHus B [IeNsaX, He CBA3aHHBIX C
TOProBJiel, OM3HEeCOM UIM IPpodeCcCuOHaIbHON OesTeIbHOCThIO JIUIIA.

3.8. CucreMa - mporpaMMHOE pelleHre Ha IIpuHagiexalux Paysera
cauTax, pa3BUBaeMOe U MCIIOIb3yeMoe Paysera Ojs nmpenocTaBIeHUSI
CBOUX YCIIYT.

4. TIpaBujia He IPUMEHSIOTCS B CJIEAYIOIINX CIIy4dasiX:

4.1. yKka3aHHas B IpeTeH3uu (kKanode) KnueHTa gesaTeTbHOCTD
YupexgeHuss He peryaupyeTcs ClelldalbHEIMU 3aKOHaMU U HEe
KOHTPOJIUPYETCA HaA30PHBIMU OpraHaMu, UJIA

4.2. YupexneHrue He HeCeT OTBETCTBEHHOCTh 3a OCYIIIEeCTBJIEHUE
oessTeIbHOCTH, YKa3aHHOU B IpeTeH3uu (Kanobe) Knuenra.

IIpenbsiBjIeHHe NPpeTeH3uH (2Ka100)

5. KnueHT MOXKeT NpeabsaIBUTh IPETEH3UI0 (2Kano0y)
JIMIEH3UPOBAHHOMY IIPEICTaBUTEILCTBY Paysera, KoTopoe
3aperucTpuposnasno ero B Cucreme, CIeOymOIINMU CIOCOOaMM:

b.1.«Paysera LT», UAB:

5.1.1. B LlenTpe 00CNyKMBaHUS KIINEHTOB YUPEXIOEHUS I10 aapecy
«Paysera LT», UAB, mp. Pilaites 16, LT-04352, BunbHIOC;



5.1.2. o moute (ampec: «Paysera LT», UAB, op. Pilaites 16, LT-04352,
BunbHIOC);

5.1.3. mo anekTpoHHOU nouTe (agpec: podderzhka@paysera.com);

5.1.4. B cicTeMe MHTEPHET-YCAYT YUYpexXaeHus www.paysera.lt,
3anoyHuB (opMy 3amnpoca (BeIOpaTh pa3men «HamucaTe cooOmeHue»);

5.1.5. B alIeKTpOHHOU cucTteme EBporerckon KoMmuccum , CO31aHHON

7151 PEIlIeHUs CIIOPOB, CBSI3aHHBIX C 3aKIIOYEHHBIMY 10 UHTEPHETY
noroBopamu. [Tepen momaden Kaao0bl B 9IEKTPOHHOU CUCTEME

peleHnsI CIIOPOB PEKOMEHOYETCS 00PaTUTLCS B YUpexKOeHue.
5.2. Paysera Kosova SH.P.K.:

5.2.1. B LlenTpe o0CnyKMBaHUS KJINEHTOB YUpexXaOeHus 110 aapecy Rr.
Luan Haradinaj H21/8 nr 4, IIpuitrHa, KocoBo;

5.2.2. no noute (agpec: Paysera Kosova SH.PK., Rr. Perandori
Justinian, No 132, 10000 IMTpuintura, KocoBo);

5.2.3. IO 3JIEeKTPOHHOU Mmo4Te (agpec: support@paysera-ks.com);

5.2.4. B CUCTEME MHTEPHET-YCIYT YUpexXaeHuss www.paysera-ks.com,
3anoyHuB (opMy 3amnpoca (BeIOpaTh pa3men «HamucaTte cooOmeHue»);

5.2.5. B 3JIEKTPOHHOU cucTteme EBpornerckorn KoMmuccum , CO31aHHON

7151 PEIllIeHUs CIIOPOB, CBSI3aHHBIX C 3aKIIOYEHHBIMY 10 UHTEPHETY
noroBopamu. [Tepen momaden Kaao0bl B 3JIEKTPOHHOU CUCTEME

peleHnsI CIIOPOB PEKOMEHOYETCS 00PAaTUTLCS B YUpPexKOeHue.
5.3. Paysera Albania SH.PK.:

5.3.1. B LleHTpe 00CIyKUBAHUS KIIMEHTOB YUPEXIEHUS II0 aJpPecy
Anbanus, Tupana, Njesia Administrative Nr. 2, Rr. Fadil Rada, Pallati
Donika, Kati i treté;

5.3.2. mo mouTte (agpec: Anbanus, TupaHa, Njesia Administrative Nr. 2,
Rr. Fadil Rada, Pallati Donika, Kati i trete);

5.3.3. 110 57IEKTPOHHOU I104YTe (ampec: support@paysera.al);

5.3.4. B CUCTEME MHTEPHET-YCIYT YUYpexXaeHuss www.paysera.al,
3armonaHuB popMmy 3ampoca (BeIOpaTh pa3gen «HanucaTs cooOIeHne»);

5.3.5. B 9JIEKTPOHHOM cucTteMe EBpornerickor KoMmuccuu , CO3MaHHOU
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7151 PEIleHUs CIIOPOB, CBSI3aHHBIX C 3aKIIOYEHHBIMY 10 UHTEPHETY
noroBopamu. [Tepen momaden Kaao0bl B 3JIEKTPOHHOU CUCTEME
peleHnsI CIIOPOB PEKOMEHOYETCS 00PaTUTLCS B YUpexKOeHue.

6. [Ipu mpeobpsIBIIeHUU IIPEeTEeH3Uu (KamoOnl) KIMeHT moiIXKeH:

6.1. yka3aTe uMs, GaMUINIO UIM Ha3BaHNE KOMIIaHUU;

6.2. yKa3aTh agpec KiueHTa;

6.3. yKa3aThb JaTy OpeabsBIeHHUS ITPeTeH3un (3Kano0kl);

6.4. U3JIOKUTL CYyTh IPETEH3UHU (2Kaso0krl), T.€. YKa3aTh, KaKue IIpaBa
I 3aKOHHBIE MHTEPECH! JTUIla ObIJIM HapPYIIIEHH;

6.5. U3TI0KUTH CBOM TPeOOBAHUSA K YUPEKOEHUIO;

6.0. IIpegoCTaBUTh OPyTrue UMEKIIUecsa HOKYMEHTEI, CBsI3aHHEIE C
IpeTeH3uen (2kKanoboii), eciu 3TO HeoOXO0aUMO;

6.7. yKa3aTh KOHTAKTHLIE TAaHHBIE 3asSBUTENSA: HOMeP TenedoHa UIU
afgpec 3J1. MOYTHI;

6.8. Ecnu moJKHBIM 00pa30M He 3allOJIHEH XOTsI Obl OJUH 13
00s13aTeNbHBIX IYHKTOB, YUPEeXOeHNEe UMEET ITPaBO IMOIPOCUTD
KrnreHTa OOIIOTHUTh IPETEeH3UI0 (2Kamooy).

PaccMoTpeHHe npeTreH3uu (Kaxo0)

7. Ilolly4yeHHEBIEe IPETEH3UU PETUCTPUPYIOTCA B PerucTpanruoHHOM
XKypHale mmpeTteH3ui (Kanob), B KOTOPOM COOepzKaTCs CIeOyIoIIne
IIOATBEPXKOEHHbIE JaHHBIE:

7.1. ums, Gamunusa KnueHTa ninu Ha3BaHNE KOMIIAHUU;
7.2. yKa3aHHBIA B MpeTeH3un (Kanobe) aapec;

7.3. maTa U Croco0 IIONy4YeHUs MPeTeH3un (2Kano0kl), a TaKXKe UM U
baMunusa IPUHSBIIET0 IPETEH3UI0 (2Kamo0y) COTPYOHUKA;

7.4. KpaTKO U3JI0KEHHAasI CyTh IPETEeH3UHU (2KaI00kl);

7.5. ycrnyra YuUpexXaneHus UJIU €€ 4aCTh, KOTOpas ABJISAEeTCA IPeagMeTOM
2KanoOk;

7.0. maTa rpegocTaBlIeHUs OTBeTa KiueHTy;
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7.7. OKOHUYATEJILHLIN Pe3yIbTaT (pelleHne) PacCMOTPEHUS IPeTeH3un
(>xa7100HI).

8. IIpeTeH3usa (kKanoba) He IPUHKUMAETCS, HE PETUCTPUPYETCS U HE
paccMaTpUBaETCs, €CIIU:

8.1. mpeTeHn3us (xkanoba) He COOTBETCTBYET TPeOOBaHUSAM IIVHKTOB 5 U
0;

8.2. cogepzKallasicsa B IpeTeH3uu (Kanobde) nHpopMalusa saBIIsIeTCs
HEIOJIHOM, Hepa300opYHBOYN UIN HEMOHATHOM. [T0 BO3MOXKHOCTH,
OTBETCTBEHHBIU COTPYOHUK YUYpPeXKIAeHUSA OOJIZKEH IMONPOCUTh KireHTa
YTOUHUTH UHPOPMAIIUIO.

9. IlpeTen3usa (kKanoba) KnreHTa paccMaTpuBaeTCsI B COOTBETCTBUU C
3aKOHOaTeIbCTBOM CTPAHKI JIMIIEH3UPOBAHHOT' O IIPEeaCTaBUTEIbCTBA
Paysera, koTopoe 3apeructpupoBano KnueHnrta B Cucreme, u
IIPUHIIMIIaMM YE€CTHOCTH, CIIPaBEeOJIMBOCTU U YBaKE€HUS K TUYHOCTH.

10. ITpeTen3uu (3kamobbI) pacCMaTPUBAIOTCS ¥ OTBETHI Ha HUX
IIPEeOOCTaBJISIOTCS B CIEeOYyIOIeM MOpsSaKe:

10.1. ecnu KnueHT gaBnsgetcd [lonb3oBaTernieM, YupexgeHue
PACCMOTPUT IIPEeTEeH3UI0 B TeueHue 15 (maTHanaiaT) pabodux JHEU co
OHS ee IMOJIYYEeHUs YupeXIeHneM, 3a UCKIIIOUYEeHHUEeM CJIy4yaeB, Korma
YupexpgeHue He MOXKET IIPEeOOCTaBUTh OTBET B TeUueHue 15
(maTHamIaTH) padbouymnx JHEU 110 He3aBUCSIIIMM OT HEro nmpuyrHaM. B
TAaKOM ClIy4dae YupexXgeHue npenocraBnsgeT [lonp30BaTerto
HEOKOHYAaTEeJIbHBIYM OTBET U YKa3bIBaeT IIPUYMHY 3adePKKHU, a TaKKe
CPOK, B KOTOPHIM OyoeT mpeaoCTaBlIeH OKOHYATEIbHBIM OTBET. B moboMm
cJly4yae CPOK IIpenoCTaBJ/IEHUA OKOHYATEJIbHOI'O OTBETa He OOJIXKEeH
IIPEeBHINATEh 35 (TPUALIATH IISITH) PAOOUYUX OHEMU;

10.2. ecniu KnueHT He saBngeTcsd [lonb30BaTeneM, YupexageHue
PacCMOTPUT IIpeTeH3uio B TeueHue 30 (TpuamaT) OHEU CO OHS ee
IIOJIy4EeHUs YUpexXgeHUueM, 3a UCKIIIOUEHUEM CJIy4YaeB, Korga O
PacCMOTPEHUS NpPeTeH3un (Kajo0bl) He0OXOOHUMEBI TOTIOJITHUTEILHEIE
OOKYMEHTHI UJTU MHMOpMaAItsi, TN Opyrue o0s3aTenbHbIe OIS
YupexpgeHus akThl, CBI3aHHBIE C IIPeOOCTaBJIeHHEM Y CaOyr (HaopuMep,
IIpaBujia MeXIyHAaPOOHLIX OPraHu3alluy MIaTeKHbBIX KapT)
IIpegycMaTpUBalOT UHBIE CPOKH.

11. Ecnu npeTeH3us (:Kanoba) He MOKeT OBITh paCCMOTPEeHa B CPOKH,
yKa3aHHbIe B nyHKTe 10 maHHBIX [IpaBun, YupexmoeHue yBeOOMIsET
KnneHTa 0 mpuyYMHaxX U IIPU HeOOXOOMMOCTH IIPOCUT NPEdOCTaBUTD



OOIIOJIHUTEIbHYI0O MH(OPMaIINIO, YKa3kIBasa ATy IPenoCTaBIeHU s
OTBETa Ha ero NpeTeH3uIo (:Kanooy).

12. ITocne paccMOTpeHUs IpPeTeH3un (2Kaj1o0bl) pelieHue
OTHOCHUTENIFHO ee 000CHOBAHHOCTU O0(hOPMIISIETCS B MHCbMEHHOM BUE,
T.e., KIIneHTy 1penocTaBiisieTCcsa IMCbMEHHBINM OTBET.

13. Ecnu npeten3us (kanoba) KinreHTa He yOOBJIETBOPSETCS UIU
YIOOBIIETBOPSIETCS YaCTUYHO, B IIPedOCTaBIsieMoM KIneHTy OoTBeTe
YKa3bIBAlOTCS MOTHBEI TAKOT'O PEINIEHUS, a TaKXKe MHBIe MEPHI 110
3alIuTe uHTEepecoB KnneHTa, BKIIo4Yas, HO He OrpaHuYMuBasiCh
BO3MOXKHBIMHU CIIOCOOaAMU peIlleHUusl CIIOPOB U IIpaBaMM Ha UX
yperyiupoBaHue.

14. OTBeT KnrMeHTy npenocTaBiisieTCs [0 TOMY Ke KaHally, 110
KOTOPOMY OnIfia ITIOJTy4YeHa MpeTeH3us (Kanoba), eClnu TONNbKO KianeHT
He yKa3aJl UHOU KaHaJl II0JIy4YeHus OTBEeTa.

15. IIpeTten3uun (kanoOnl) Ki1eHTOB U CBsI3aHHBIE C UX PACCMOTPEHUEM
MaTepuasbl, HOKYMEHTHI U IIPegOCTaBJIeHHbIN KIIMEeHTy OTBET XpPaHATCSA
He MeHblle 3 (Tpex) JIeT Co OHS npenocTaBieHusa KiueHTy
OKOHYAaTEeJIbHOI'O OTBETA.

3aK/JII0YHuTe/ILHbIe IO/ I0OKeHHUSA

16. [TarHble [IpaBusia HaxXOoOATCSA B OTKPBEITOM JOCTYIIEe Ha CauTe
YupexpeHusd.

17. Ecnu KnnueHTa He YOOBIETBOPUT IIPUHATOE YUpeXRKOeHueM
pelIeHre, OH BIIpaBe BOCIIOIb30BAThHCSA OPYTUMHU IIPaBOBEIMU
crtoco0aMu 3allIUTHl CBOMX HUHTEPECOB U 0OPaTUTHCS C KaJlo00H B
COOTBETCTBYIOILIINYN OPTraH, KOTOPBIK CIIEOUT 3a OesITeIbHOCTHIO
YupexnpeHus:

17.1. KacaTtenbuo «Paysera LT», UAB:

17.1.1. B bask JIutBel (agpec: yiu. Totoriu 4, LT-01121 BunbsHiOC)
CIeOyIOINMU CIIOCOOaMM:

17.1.1.1. yepe3 37IEKTPOHHYIO CUCTEMY PACCMOTPEHUS CIIOPOB
«Elektroniniai valdzios vartai»;

17.1.1.2. 3annonauB popMy oOpalmieHus IIOTPeOUTENSI U OTIIPABUB €€ B
Cnyxk0y o Han3opy banka JIuTse 110 agpecy: yiu. Totoriuy 4, LT-01121
BuneHIoc, 571. nodTa pt@lb.lt mnu info@lb.1t;



17.1.1.3. momaB 3asBIeHHE B CBOOOOHOU hopMe B CnyzKOy 110 Hag30Py
banka JIutBel, yi. Totoriu 4, LT-01121 BunbHioc, 3. nouTta pt@lb.1t
nnu info@lb.lt.

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

17.2.1. B LleaTpanbHbiil 0aHK KocoBo (agpec: Rr. Garibaldi 33,
[Tpumtuza, 10000, KocoBo) cnegyioiuMu CIioco0aMu:

17.2.1.1. 4yepe3 37IEKTPOHHYIO CUCTEMY PACCMOTPEHUS CIIOPOB
https://ankesat.bgk-kos.org;

17.2.1.2. mo mourte (ampec: Rr. Garibaldi 33, Ilpumrtuaa, 10000,
KocoBo);

17.2.1.3. 3apeructpuposBaB xkano0y B LleHTpanrHOM OaHkKe KocoBo
(ampec: Rr. Garibaldi 33, INpumntura, 10000, Kocoso);

17.2.1.4. mo daxkcy.
17.3. KacatenbHo Paysera Albania SH.PK.:

17.3.1. B bank Anbanuu (agpec: «Sheshi Skénderbej» No. 1, Tupana,
AnbGaHus) CIeayoIuMU CIIocoOO0aMu:

17.3.1.1. mo moute (appec: Rruga e Dibrés, Kompleksi «Halili», Section
A, Tupasna);

17.3.1.2. o amn. mouyTte public@bankofalbania.org.

18. Ecnu He ygasoch PelInuTh CIIOP MUPHEBIM IIyTEM UIIN OPYTUMU
HeCcyneOHBIMHU CIIocO0aMU, CIIOP B YCTAHOBJIEHHOM 3aKOHOM IIOPSOKEe
pelnaloT CyObl II0 MECTY PEeTrucTpalluu YUpeKaeHus.

HQaBI/IHa NNpenbABIIEHUA U PACCMOTPEHUA HQeTeHBI/II;I f}KaHO6!

KJIHEHTOB (Bepcus aencTBuTenbHa 00 18.03.2022)

BepHYTECHA B comepzKaHue

O KOMIIAHUHA

O KoOMIIaHUU

eJI0BO€e COT HUYECTBO
HoBocTtu
I[Ipecca o Paysera

Kaprepa
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YCIIYI'HA

e PemneHuga nng 6mM3Heca
e PacuyeTHLIM CUET

e MoOHUIBbHOE IPUIIOKEHUe

YaBo

e Kak cTaTh KJIMEHTOM?
¢ B Kakux ctpaHax nemcTtBveT Pavsera?
e Ectp 1u cOOU B cucremMme?

IIOOPOBHEE

e PacrnyaTuTech B ropomne

KOHTAKTDI

+38094 712 9938
Hanummite HaMm

Bonpliie KOHTAaKTHOW MHODPMAIIUN
[ToroBOPHI ¥ npunoxkeHns be3sonacHocTk KOHOUOEHITNATLHOCTE

[TokymeHTalusga ¥ APl bopr6a ¢ MOIIIEHHUYECTBOM
Become a follower
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