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O6HOBNEHHbIN [OroBOP BCTYNWA B cuay: 18-03-2022

[TpaBuia NPenbABNEHNS U PACCMOTPEHNSA NPeTeH3unin (Kanobd)
KIVEeHTOB

ObLme NonoxeHms

1. MNpaBuna NpenbsaBAEHUS U PacCMOTPEHUS NpeTeH3nn (xxanob) Knnentos (ganee - NpaBuia) onpenensioT
TpeboBaHMA K MpeabaABAEHMNIO N PAaCCMOTPEHUIO NpeTeH3nin (xxanob) KnneHtos, a Takxe NpefocTaB/AEHNIO UM
oTBeTa.

2. Llenb MpaBnn - opraHnsoBaTb Npouecc obpaboTkm npeTeH3uin (xanob) KnneHToB cnpaBeasnBbLIM,
3(pHEKTUBHBLIM U AO/IKHbIM 06pa3omM.

3. Wcnonb3syemblie B [MpaBunax NOHATUSA:

3.1. YupexpeHue - nMueH3NpoBaHHOE NpeacTaBnTeibCTBO Paysera, 3aperncrpmposasluee KnveHTa B
Cucrteme.

3.2. KnueHT — (pusunyeckoe n1Lo, KoTopoe 3aperucTpmpoBasocb B Cucrteme n cosfaso Y4eTHYI0 3anuch.

3.3. MpeTeH3una (xxanoba) - nucbMeHHoe obpaueHne KnneHTa B Y4ypexaeHne, B KOTOPOM YKa3blBAE€TCH, YTO
HapyLUeHbl MpaBa WUin 3aKOHHbIe NHTepecChl SINLUa, CBSA3aHHbIe C MpefocTaB/ieHneM yCnyr YupexaeHna nim
3aKJIl0YEHHbIMU C YypexxaeHnem gorosopamum, u ecTb npocbba yaosnetsoputb TpeboBaHus KnneHTa.

3.4. PaccmoTpeHue npeteH3un (>kanob) - nedaTenbHOCTb COTPYAHNKOB YupexxaeHus, BkatoYatowasn B cebs
nprveM n pernctpaunto npetTeHsnin (xxanob), yctaHoBNEHME CYyTU NpeTeH3nin ()Kanob), a Takxe NoArOTOBKY
npenocTaBsieHNe oTBeTa KIIMeHTYy.

3.5. PerucTtpauuvoHHbIA )XXypHan npeteH3un (>)kanod) - )KypHas, B KOTOPOM PErncTpupyroTcs npeTeH3nm
(>kanobbl), monyyeHHble OT KNMEHTOB HanNpsAMYyto, MO NOYTE, 3/IEKTPOHHOW MOYTEe AN APYTMMU SNEKTPOHHbIMU
cnocobamun.

3.6. OTBeT - NpenocTaBieHHbIn KNNeHTY B MMCbMEHHOM BUe OTBET Ha NOCTaBJIEHHbIE UM BOMPOCHI 1 (1nn)
BbIABNHYTbIE UM TpeboBaHuMA.

3.7. Monb3oBaTeNb - PU3MYEeCcKoe (Y4aCTHOE) NINLL0, KOTOPOE MOoJIb3YyeTCs yCayramum YUpexxageHus B Liensx, He
CBSI3aHHbIX C TOproesien, 6U3HecoM namn NpoeccnoHa bHOM AeATENbHOCTbIO nLa.

3.8. Cuctema - NporpaMMHOE peLleHne Ha NpuHagnexawmx Paysera cantax, pa3BMBaeMoe 1 UCNoJib3yemoe
Paysera ons npenocTtaB/ieHUss CBOUX YCayr.

4. MpaBuia He NPUMEHSAIOTCSA B CJIeYyLNX CyYasx:


https://www.paysera.ge/v2/ru-GE/index

4.1. yka3zaHHas B npeTeH3nn (kanobe) KnneHTta 0edaTeNbHOCTb YUpEXXAEHUA HEe perynmpyeTcs cneumanbHbIMn
3aKOHaMM 1 He KOHTPOJIMPYETCS HafA30PHLIMU OpraHaMu, uan

4.2. YypexxaeHune He HeCeT OTBETCTBEHHOCTb 3a OCYLLEeCTB/IeHNE AeATeNIbHOCTU, YKa3aHHOW B NpeTeH3un
(>xanobe) KnueHTa.

[MpenbsaBaeHmne npeTeHsnin (xxanob)

5. KnueHT MoXeT nNpeabaBuTb NpeTeH3unto (xkanoby) nmueH3npoBaHHOMY NpeacTaBuTensCcTBy Paysera,
KOTopoe 3aperucTpuposasno ero B Cucteme, cnegyroummm cnocobamu:

5.1.«Paysera LT», UAB:

5.1.1. B LleHTpe obcny>xmBaHns knnMeHToB YupexxneHunsa no agpecy «Paysera LT», UAB, np. Pilaités 16, LT-04352,
BunbHtioc;

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

5.1.3. no aneKTpoHHOM NoyTe (agpec: podderzhka@paysera.com);

5.1.4. B cucTemMe MHTEpPHEeT-yCayr YypexxaeHnsa www.paysera.lt, 3anosiHnB popMy 3anpoca (BbibpaTb pa3nen
«HanuncaTb coobuweHmne»);

5.1.5. B aneKTpoHHON cncteme Esponenckon Kommnccnm , co3gaHHoOmM ANa peueHns CNnopoB, CBA3AaHHbIX C
3aKJII04EHHbIMM N0 UHTepHeTy noroeopamu . Mepen nopayein xanobbl B 3NEKTPOHHON CUCTEME peLLeHMs
CMOpOB PEKOMeEHAYETCs 0bpaTUTbLCA B YupexaeHue.

5.2. Paysera Kosova SH.P.K.:

5.2.1. B UeHTpe obcnyxuBaHua KINEHTOB YupexxaeHus no agpecy Rr. Luan Haradinaj H21/8 nr 4, MpuwTunHa,
Kocoso;

5.2.2. no no4te (agpec: Paysera Kosova SH.P.K., Rr. Perandori Justinian, No 132, 10000 MNMpuwTunHa, Kocoso);
5.2.3. no anekTpoHHOM no4Te (agpec: support@paysera-ks.com);

5.2.4. B CUCTEME NHTEpHeT-ycnyr YupexaeHus www.paysera-ks.com &, sanonHue dopmy 3anpoca (BbibpaThb
pasgen «HanucaTb coobueHne»);

5.2.5. B 3JIEKTPOHHOI cucTeMe EBponeinckoii Komuccmum , co3aHHOM ANs pelleHns CNopoB, CBA3aHHbIX C
3aKJII04YEHHbIMW N0 UHTepHeTy norosopamu 8. Mepen nopayein xanobbl B 3NEKTPOHHON CUCTEME peLLeHMs
CMOpOB pekoMeHayeTcss 06paTUThLCS B YupexxaeHue.

5.3. Paysera Albania SH.P.K.:

5.3.1. B LleHTpe obcnyxmBaHus knameHToB YupexxaeHnsa no agpecy Anbanums, TupaHa, Njesia Administrative Nr.
2, Rr. Fadil Rada, Pallati Donika, Kati i treté;

5.3.2. no no4yTe (appec: AnbaHusa, TupaHa, Njesia Administrative Nr. 2, Rr. Fadil Rada, Pallati Donika, Kati i treté);
5.3.3. No 3n1eKTpOoHHON Nno4Te (agpec: support@paysera.al);

5.3.4. B cMCcTeMe MHTepHeT-yCcnyr YupexxaeHnsa www.paysera.al, 3anonHms opmy 3anpoca (BbibpaTb pasaen
«HanucaTtb coobLieHne»);
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5.3.5. B 3JIEKTPOHHOI cucTeMe EBponeinckoin Komuccum , Co3aHHO ANs pelleHns CNopoB, CBA3aHHbIX C
3aKJII04YEHHbIMW N0 UHTepHeTy norosopamu 8. Mepen nopayein xanobbl B 3NEKTPOHHON CUCTEME peLLeHus
CMOpPOB pekoMeHayeTcss 06paTUThLCS B YupexxaeHue.

6. Mpwn npegbABaeHNn NpeTeH3nmn ()kanobbl) KnneHT gonkeH:
6.1. ykazaTb nmsa, hamMmnanio nam HasBaHue KoMnaHuu;

6.2. ykasaTb agpec KnmeHTa;

6.3. yKasaTb OaTy NnpeabsaBaeHns npeteH3nm (xxanobol);

6.4. N3N0XKNTb CYyTb NPeTeH3nn (Kanobbl), T. €. yKasaTb, Kakne npaBa NN 3aKOHHblE UHTepechl nua bblnn
HapyLLUEHbI;

6.5. N310XKNTb CBON TpeboBaHUs K YUYpexAeHuIo;

6.6. NpenocTaBUTb Opyrve NMMeLnecs AOKYMEHTbI, CBA3aHHbIE C NpeTeH3nen (kanobown), ecnm sTo
Heob6xo0anmo;

6.7. yKa3aTb KOHTAKTHbIE AaHHbIE 3aABUTENSA: HOMEP TenedoHa Uan agpec 3. NMoYyThl;

6.8. Ecnn nonxHbIM 06pa3om He 3anoJiIHeH XOTs Obl 0AMH N3 0653aTeNbHbIX MYHKTOB, YypexxaeHne nmeet
MpaBo NMoNpocuTb KnneHTa AOMNOAHNTL NpeTeH3uto (Kanoby).

PaccmoTpeHwne npeTeH3nim (xxanob)

7. Nony4eHHble NPEeTEH3UN PErNCTPUPYIOTCS B PErmcTpaLoHHOM XypHane npeTeH3unii (xxanob), B KOTOPOM
coaep)xaTcs cneayllne NoaTBEPXKAEeHHbIe AaHHbIE:

7.1. nmga, pamnnua KnmeHTta nnm Ha3saHme KOMMaHuu;
7.2. yKa3aHHbIn B npeTeH3un (kanobe) agpec;

7.3. naTta n cnocob nony4vyeHuns npeteH3num (kanobbl), a TakKe UM 1N PaMUInsa NPUHABLLENO NPETEH3NIO0
(>kanoby) coTpyaHuka;

7.4. KpaTKO M3JI0XKEHHAsA CYyTb NMpeTeH3un (xxanobbl);

7.5. ycnyra YdpexaeHust uamn ee 4acTb, KOTOpas ABASETCA NpeaMeToM »Kanlobbl;

7.6. naTa npefocTaBsieHnsa oTBeTa KaneHTy;

7.7. OKOH4YaTeNbHbIN pe3ynbTaT (peleHne) pacCMOTPEHNS NPeTEH3UN (XKanobbl).

8. MNMpeTeH3usa (kanoba) He NPUHMMAETCS, HE PEFMCTPUPYETCA N HE paCcCMaTPUBAETCS, eC/n:
8.1. npeTeH3na (kanoba) He cooTBeTCTBYET TpeboBaHUAM NYHKTOB 5 1 6;

8.2. conepxallancs B NpeTeH3nn (kanobe) nHpopmauns ABnseTcs HENosHOW, Hepasbopyunsomn nnu
HEMOHSATHOW. [0 BO3MOXXHOCTU, OTBETCTBEHHbI COTPYAHMK YUYpexxaeHns OO/XKEH MOnpocuTb KnveHTa
YTOYHUTb MHHOPMALMIO.
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9. MNpeTeH3una (xxanoba) KnneHTa paccMaTpMBaAETCS B COOTBETCTBUM C 3aKOHOAATE/IbCTBOM CTPaHbI
JIMLLEH3UPOBAHHOI 0 NpeAcTaBMTeNbCTBA Paysera, KOTopoe 3apeructpupoasno KnveHta B Cucteme, u
NPUHLIUMNAMWN YECTHOCTW, CNPaBeaIMBOCTU N YBAXKEHMUSA K JIMYHOCTH.

10. MpeTeH3un (xanobbl) paccMaTPMBAOTCA U OTBETbI HA HUX MPEAOCTABNSIOTCS B C/IeAYIOLLEM NOPSAKE:

10.1. ecnm KnneHT gaBnsietca MNosb3oBaTenem, YypexxaeHne pacCMOTPUT NpeTeH3nto B TeveHne 15
(naTHapuaTn) pabovynx oHeN Co AHA ee NonyyYeHUs YupexxaeHneMm, 3a UCKIIYEHEM CNy4Yaes, Korga
YupexaeHne He MOXeT NpefoCcTaBUTb OTBET B TeveHue 15 (naTHaguaTtn) paboynx gHen no He3aBUCALLNM OT
Hero npuynHaM. B TakoM cny4dae YupexzaeHune npefoctasnseT [Nonb30BaTelo HEOKOHYaTe bHbIN OTBET U
yKa3blBaeT NPUYMHY 3a4ePXKKU, @ TakKXKe CPOK, B KOTOpbIN ByaeT NnpefoCcTaB/ieH OKOHYaTesbHbIN OTBET. B
nobom cnyvae CpoK NpenocTaB/ieHNs OKOHYaTesIbHOro OTBETa He A0J/KEeH npeBbiwaTh 35 (Tpuauatu NaTn)
pabounx gHen;

10.2. ecnm KnneHT He aBnseTcs lNonb3oBaTeneM, YupexxaeHue pacCMOTPUT npeTeH3unto B TeyeHne 30
(TpupuaTn) oHEen Cco AHA ee NoJlyHeHUS YUYperKAeHNEM, 3a UCK/IYEeHNEeM ClyYaeB, Korga g paccCMoTpeHus
npeTeH3umn (xKanobbl) HeobxooMMbl LONOSTHUTENbHbIE AOKYMEHTbI AN MHOPMaLUS, Uan apyrue
obsa3aTenbHble ANa YYpexAeHUs aKkTbl, CBA3aHHbIE C npefocTaBsieHneM Ycnyr (Hanpumep, npasuia
MeXAYHapOOHbIX OpraHM3aLmni NNaTeXXHbIX KapT) NpeayCcMaTpUBaoT UHbIE CPOKMW.

11. Ecnm npeTeH3usa (»xanoba) He MoXKeT BbiTb PAaCCMOTPEHA B CPOKU, YKa3aHHbIe B NMyHKTe 10 AaHHbIX
MpaBun, YuypexaeHue ysenomnaseT KnneHTa o NpuydnHax u npm HeobxoammMocTy NpocuT NpenocTaBmTb
JIOMNONIHUTENbHYI0 UHOPMALMIO, YKa3biBaa AaTy NpefocTaB/ieHNs OTBETa Ha ero npeTeH3unto (xxanoby).

12. Mocne paccMoTpeHUs npeTeH3nmn ()Kanobbl) pelueHne oTHOCUTESIbHO ee 060CHOBAHHOCTY 0hopMAAeTCs B
MNCbMEHHOM BUfAe, T. e. KNMeHTy NpefoCcTaBAseTCa MMCbMEHHLIA OTBET.

13. Ecnn npeTeH3usa (»xkanoba) KnneHTa He yaoBNeTBOPAETCS AN YA0BNETBOPSAETCSA YaCTMYHO, B
npepocTaBnsgieMoM KNMeHTy OTBETE YKa3biBAlOTCS MOTMBbI TAaKOro PELLEHNS!, @ TakXXe MHble Mepbl MO 3alnTe
NHTepecoB KnveHTa, BK/OYas, HO HEe OrpaHMYMBasiCb BO3MOXKHbIMK crocobamm pelleHnst CNopoB 1 NpaBaMm Ha
NX yperyanpoBaHue.

14. OTBeT KNneHTy NpeaocTaB/ISeTCs Mo TOMY XKe KaHaJly, Mo KOTopoMy 6bina nosyvyeHa npeTteH3uns (xanoba),
ecsin ToNbko KNMEHT He yKa3aJl MHOW KaHas MnoJlyYyeHuns oTBeTa.

15. MpeTeH3un (xanobbl) KNMeHTOB 1 CBsI3aHHbIE C UX PACCMOTPEHNEM MaTepuasibl, LOKYMEHTbI 1
npenocTaBfieHHbIN KNMeHTYy OTBET XPaHATCA He MeHbLue 3 (Tpex) IeT CO AHA npefocTaBneHns KnmeHTy
OKOHYaTesIbHOro oTBeTa.

3aKYNTESIbHBIE MOJTOXKEHIWS

16. daHHble MpaBuaa Haxo4aTCA B OTKPbITOM AOCTYNE Ha canTe YdpexaeHus.

17. Ecnn KnneHTa He yAO0BNETBOPUT MPUHATOE YYpeXxJeHneM pelleHne, OH BripaBe BOCMOJ/Ib30BaThCA APYrMNn
npaBoBbIMK crocobamm 3aLLnTbl CBOUX MHTEPECOB N 06paTUTbLCSA C )Kanobor B COOTBETCTBYIOLLWIA OpraH,
KOTOPbIA CNefnT 3a AeATeNbHOCTbLIO YYperKAeHNs:

17.1. KacaTenbHO «Paysera LT», UAB:
17.1.1. B baHk Jlutebl (agpec: yn. Totoriy 4, LT-01121 BunbHtoc) cneayowmmm crocobamum:

17.1.1.1. 4epe3 3NEeKTPOHHYIO CUCTEMY paccMOTpeHus cnopoB «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 BunbHioc, aa. noyTa pt@lb.It nan info@lb.It;

17.1.1.3. nonaB 3asBneHue B ceoboaHom dpopMe B Cny>xby no Haa3sopy baHka JlnTtesl, yn. Totoriy 4, LT-01121
BunbHioc, an. noyvta pt@lb.It nan info@lb.lIt.

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

17.2.1. B UeHTpanbHbin 6aHK KocoBo (agpec: Rr. Garibaldi 33, MpuwTnHa, 10000, Kocoso) cnegyowinmm
cnocobamu:

17.2.1.1. 4epe3 3NEKTPOHHYIO CUCTEMY pacCMOTpeHus cnopos https://ankesat.bgk-kos.org;
17.2.1.2. no noyTe (agpec: Rr. Garibaldi 33, MpuwTnHa, 10000, KocoBo);

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

17.2.1.4. no dakcy.
17.3. B oTHOwWweHnM Paysera Albania SH.P.K.:

17.3.1. B baHk AnbaHun no agpecy: Selia Qendrore No. 1 e Bankés sé Shqipérisé, Sheshi "Skénderbej", No. 1,
Tirané, Albania, cnegytowmnmmn cnocobamm:

17.3.1.1. no no4yTe no agpecy: Selia Qendrore No. 2 e Bankés sé Shqipérisé, Bulevardi "Déshmorét e Kombit",
No. 3, Tirané, Albania;

17.3.1.2. no anekTpoHHOM noyTe: public@bankofalbania.org;

17.3.1.3. Ha nHTepHeT-canTe no agpecy: https://www.bankofalbania.org/Aksesi_ne_informacion/.

18. Ecnn He yaanoch peLnTb Cop MUPHbLIM MyTeM UK APYruMu HecynebHbiMn cnocobamu, cnop B
yCTaHOBJIEHHOM 3aKOHOM MopsiAKe peLllatoT Cyabl N0 MeCcTy pernctpaunm YupexxaeHus.

MNpaBuia NpeabaBAeHUS U PaCCMOTPEHMUS NPeTEH3U (Kanob) KIMEHTOB (Bepcus AeNcTBUTEIbHA 40
18.03.2022)
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