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IIpaBHIa NpeabsiBJICHHsI H PACCMOTPEHHSI MPEeTeH3HuH
(xa/100) KJIMEeHTOB

OO01IMe IMOI0KEeHusA

1. ITpaBuna npeabsBIeHUS U PAaCCMOTPEHUS IIpeTeH3ul (3kaj1o0)
KnuenToB (manee - [IpaBuina) onpenensioT TpeOoOBaHUS K
IIPeObSABIEHUIO U PACCMOTPEHMIO IpeTeH3ul (kKano0) KnneHTOB, a
TaKKe IIPeaoCTaBJIEHNI0 UM OTBETA.

2. Llens I'lpaBun - opraHu30BaTh IPoIecc 00pPaboTKM IIPEeTEH3UM
(3kam00) KnueHTOB cipaBedIuBEIM, 3OPEKTUBHLIM U JOJIKHBIM
oOpa3omM.

3. Ucnonb3yeMrule B [IpaBuiax mMOHATHS:

3.1. YupeixaeHHe - ITUIIEH3UPOBaAaHHOE IIPeaCcTaBUTEIbLCTBO Paysera,
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3apeructpupoBasinee Knuenta B Cucreme.

3.2. KnueHT — pu3ndeCcKoe InIl0, KOTOPOEe 3aperuCTpupoOBaIoCh B
Cucreme u co3gao YUETHYIO 3alluCh.

3.3. IIperen3us (2Kay100a) - mucbMeHHoe oOpaillenue KineHTa B
YupexkpaeHue, B KOTOPOM yKa3hbIBaeTCsI, YTO HaPyIIIeHb! ITpaBa NJIx

3aKOHHBIE HHTEPECHI JIMIla, CBI3aHHBIE C IPEeOCTaBJIEeHUEM yCIIyT

YupexxpgeHus UK 3aKJII0YeHHLEIMHU C YUYpexXaeHueM I0roBopaMu, U
ecThb IIpochkba yIOBJIETBOPUTL TpeboBaHUusI KnneHTa.

3.4. PaccCMOTpeHHe NnMpeTeH3uH (Ka100) - JesaTeIbHOCTD
COTPYOHUKOB YUpexXOeHUs, BKIIIo4alolnasa B ce0s IpueM u
PEerucTpaliiio IpeTeH3ui (2kago0), yCTaHOBJIEHNE CYTH IIPETEeH3UM
(:kam00), a TaKKe IIOATOTOBKY M IIPEOOCTaBJIeHNEe OTBeTa KineHTy.

3.5. PerucTpaniuOHHBIH KyPHaJI IPeTeH3uHn (2Ka100) - XKypHaJl, B
KOTOPOM PETUCTPUPYIOTCS NPeTeH3uu (3Ka100bl), IIOJTyYeHHEIE OT
KnueHTOB HaOpPsIMYIO, IO II0YTE, 3JIEKTPOHHOM MOYTe UJIN OPYTHUMHU
3JIEKTPOHHBIMU CIIOCOOaAMMU.

3.6. OTBeT - nipegocTaBjieHHbIM K/IMeHTy B IMCbMEHHOM BUE OTBET
Ha IIOCTaBJI€HHBIE UM BOIIPOCH U (MJI1) BEIABUHYTHIE UM TPeOOBaHUS.

3.7. Ilonb30BarTeab - PU3NYECKOe (YaCTHOE) JIUI0, KOTOPOoe
IIOJIB3YETCS YCAyraMu YUpexXOeHus B [IeNsAX, He CBA3aHHBIX C
TOProBJiel, OM3HEeCOM UM IPodeCcCuOHaIbHON OesTeIbHOCThIO JIUIIA.

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

4. TlpaBujia He IPUMEHSIOTCS B CJIEAYIOIINX CIIy4dasiX:

4.1. yKa3aHHas B IpeTeH3uu (kKanode) KnueHTa gesaTeIbHOCTD
YupexaoeHuss He peryaupyeTcs ClelldalbHEIMU 3aKOHaMU U HEe
KOHTPOJIUPYETCA HaA30PHBIMU OpraHaMu, UJIx

4.2. YupexneHrue He HeCeT OTBETCTBEHHOCTh 3a OCYIIIEeCTBJIEHUE



oesiTeIbHOCTH, YKa3aHHOU B IpeTeH3uu (Kanobe) Knuenra.
IIpennsiBlieHHe MpeTeH3uH (Ka100)

5. KimeHT MOXKeT IIpeabsaBUTh IPETEH3UI0 (2Kamooy)
JINIIEH3UPOBAaHHOMY IPEeOCTaBUTENLCTBY Paysera, KoTopoe
3aperucTpuponasno ero B Cucreme, CIeOyOIINMU CIIOCOOaMM:

5.1.«Paysera LT», UAB:

5.1.1. B LleHTpe 0OCNyKUBaHUS KINEHTOB YUYpPekKIEeHU 10 agpecy
«Paysera LT», UAB, np. Pilaitées 16, LT-04352, BunbHIOC;

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

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

5.1.4. B cicTeMe MHTEPHET-YCAYT YUYpexXaeHus www.paysera.lt,
3armonaHuB popMmy 3ampoca (BeIOpaTh pa3gen «HanucaTh cooOIeHnE»);

5.1.5. B 3JIeKTPpOHHOM cucTteMe EBpornerickor KoMmuccuu , CO3MaHHOU

01 pellleHus CIIOPOB, CBA3aHHLIX C 3aKIIOYEHHBIMU 10 MHTEPHETY
noroBopamu. [Tepen momaden Kaao0bl B 3JIEKTPOHHOM CUCTEME

pelleHnsI CIIOPOB PEKOMEHOYETCSI OOPAaTUTLCS B YUpexKOeHue.
5.2. Paysera Kosova SH.P.K.:

5.2.1. B LleHTpe 0OCnyKUBaHUS KINEHTOB YUYpexKaeHus 110 agpecy Rr.
Luan Haradinaj H21/8 nr 4, IlpuintrHa, KocoBo;

5.2.2. mo nmouTte (ampec: Paysera Kosova SH.P.K., Rr. Perandori
Justinian, No 132, 10000 IIpumrtuHa, KocoBo);

5.2.3. 110 57IEKTPOHHOU I104Te (ampec: support@paysera-ks.com);

5.2.4. B CUCTeEMe MHTEPHET-YCIYT YUpexXaeHuss www.paysera-ks.com,
3armonaHuB popMmy 3ampoca (BeIOpaTh pa3gen «HanucaTs cooOIeHnE»);
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5.2.5. B 9JIEKTPOHHOU cucTeMe EBpomnerickor KoMuccuu , CoO30aHHOU
[J1s PElIeHUs CIIOPOB, CBA3aHHBIX C 3aKIIOYEHHBIMU 10 UHTEPHETY
nporopopaMu. Ilepen momadel »Kajlo0bI B 3JIEKTPOHHON CUCTEME
pelIeHns CIIOPOB PEKOMEHOYETCS 00PaTUTLCSA B YUpPexKOeHUe.

5.3. Paysera Albania SH.PK.:

5.3.1. B LleHTpe 0OCHyKMBAHUS KIIHNEHTOB YUPEeKOEeHHUS II0 aIpecy
AnbGanus, Tupana, Njesia Administrative Nr. 2, Rr. Fadil Rada, Pallati
Donika, Kati i trete;

5.3.2. o mouTe (ampec: Anbanus, TupaHa, Njesia Administrative Nr. 2,
Rr. Fadil Rada, Pallati Donika, Kati i trete);

5.3.3. 10 3JIEeKTPOHHOU Io4Te (agpec: support@paysera.al);

5.3.4. B cucTeMe UHTEPHET-YCIyT YUpexXaeHNuss WWw.paysera.al,
3anoyHuB opMy 3amnpoca (BeIOpaTh pa3gen «HamucaTe cooOmeHue»);

5.3.5. B 97IeKTPpOHHOU cucTteme EBpomnerckou KoMmuccum , CO31aHHOMN
7151 PeIlleHU CIIOPOB, CBA3aHHBIX C 3aKIIOYEHHBIMY 10 UHTEPHETY

nporopopaMu. Ilepen momadel »kKajlo0Obl B 3JIEKTPOHHON CUCTEME
pelIeHns CIIOPOB PEKOMEHOYETCS 00PaTUTLCSA B YUpPexKOeHUe.
6. ITpu nmpegbpsIBIeHUN NpeTeH3un (KanoOnl) KimneHT JoKeH:
6.1. yka3aTh uMs, PaMUINIO UJIM Ha3BaHUE KOMIIaHUY;

6.2. yKa3aTh agpec KinueHTa;

6.3. yKa3aTh JaTy OPeabsBIeHUS ITPEeTeH3un (KanoOkl);

6.4. U3JIOKUTH CYyTh IPETEH3UHU (Kalo0kl), T. €. yKa3aTh, KaKue IIpaBa
I 3aKOHHBIE MHTEPECH! JTHUIa ObLIIM HapPYIIIEHE;

6.5. U3TI0KUTH CBOM TPeOOBAaHUSA K YUPEKOEHUIO;

6.0. IIpegoCTaBUTh OPyTrue UMeKIIuecsa OOKYMEHTEI, CBsI3aHHBIE C
IIpeTeH3uen (2Kanoboii), eciu 3TO HeoOXOaUMO;
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6.7. yKa3aTh KOHTAKTHLIE TaHHBIE 3asBUTENSA: HOMep TenedoHa UIU
agpec 9JI. IOYTHI;

6.8. Ecnu moJKHBIM 00pa30M He 3alloJIHEeH XOTsI Obl OJUH 13
00s13aTenbHBIX IYHKTOB, YUpPexXaOeHNue UMEET ITPaBO IIOIPOCUTD
KireHTa OOMOIHUTE IIPETEeH3UI0 (2Kanooy).

PaccMoTpeHHe npeTreH3uu (Kaxoo)

7. Ilolly4yeHHBIE IPETEH3UU PETUCTPUPYIOTCA B PerucTpanruoHHOM
XKypHaJlle ImpeTeH3ui (Kanob), B KOTOPOM COOepzKaTCs CIeOyIoIre
IIOOTBEPXKOEHHLIE JaHHBIE:

7.1. ums, Gamunusa KnrueHTa UM Ha3BaHUE KOMIIAHUU;
7.2. yKa3aHHBIA B ITpeTeH3un (Kanobe) aapec;

7.3. maTa u Croco0 IIONy4YeHUs MPeTeH3un (2Kano0kl), a TaKXKe UM U
baMunrsa IPUHSBIIET0 IPEeTEH3UI0 (2Kato0y) COTPYOHUKA;

7.4. KpaTKO U3JI0KEHHAasI CyTh IPETEH3UU (KaI00k);

7.5. yciiyra YupexXageHus UJIU €€ 4aCTh, KOTOopas ABJIIETCA IPEIMETOM
2KaJio0kl;

7.0. maTa npengocTaBiieHUs OTBeTa KiIueHTy;

7.7. OKOHUYATEJILHLIN Pe3y/IbTaT (pellleHne) PacCMOTPEHUS IPeTeH3nun
(>xa7100HI).

8. IIpeTen3usa (kKanoba) He IPUHUMAETCS, HE PETUCTPUPYETCS U HE
paccMaTpUBaETCs, €CIIU:

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

8.2. cogep:Kallasicsa B IpeTeH3uu (Kanode) nHpopMalusa saBIIsIeTCs
HEIOJIHOM, Hepa300opYHBOYN UIN HEMOHATHOM. [10 BO3MOXKHOCTH,
OTBETCTBEHHBIU COTPYOHUK YUpPeXKOEeHUSA OOJIKEH IMONPOCUTh KireHTa



YTOUHUTH UHPOPMAIIUIO.

9. IlpeTen3usa (kanoba) KnreHTa paccMaTpuBaeTCsI B COOTBETCTBUU C
3aKOHOaTeIbCTBOM CTPAHKI JIMIIEH3UPOBAHHOI' O IIPEeaCTaBUTEIbCTBA
Paysera, koTopoe 3apeructpupoBasno KnueHnrta B Cucreme, u
IIPUHIIMIIaMM YE€CTHOCTH, CIIPaBEeOJIMBOCTU U YBaKE€HUS K TUYHOCTH.

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

10.1. ecnu KnueHT gaBnsgetcd [lonb3oBaTerneM, YupexageHue
PACCMOTPUT IIPETEH3UI0 B TeueHue 15 (maTHanaiaT) pabodyux JHEU co
OHS ee IIOJIYYEeHUs YupeXIeHneM, 3a UCKIIIOUEeHHUEeM CJIy4yaeB, Korma
YupexpgeHrue He MOXKET IIPEeOOCTaBUTh OTBET B TeUueHue 15
(maTHamOIaTH) padouymnx JHEU 10 He3aBUCSIIIMM OT HEro nmpuyrHaM. B
TAaKOM ClIy4dae YupexXgeHue npenocraBnsgeT [lonp30BaTerto
HEOKOHYAaTEeJIbHBIYM OTBET U YKa3bIBaeT IIPUYUHY 3adePKKHU, a TaKKe
CPOK, B KOTOPHIM OyoeT mpeaoCTaBlIeH OKOHYATEIbHBIM OTBET. B moboM
cJly4yae CPOK IIpenoCTaBJ/IEHUA OKOHYATEJIbHOI'O OTBETa He OOJIXKEeH
IIPEeBHINATEh 35 (TPUALIATH IISITH) PAOOUYUX OHEMH;

10.2. ecnu KnueHT He saBnsgeTcsd [lonb30BaTeneM, YupexageHue
PacCMOTPUT IIpeTeH3uio B TeueHue 30 (TpuaaT) OHEU CO OHS ee
IIOJIy4EeHUs YUpexXgeHUueM, 3a UCKIIIOUEeHUEM CJIy4YaeB, Korga O
PacCMOTPEHUS NpeTeH3un (Kajo0bl) He0OXOOHUMBI TOTIOJIHUTEJILHEIE
OOKYMEHTHI UJTU MHMOpMAIHs, UIN Opyrue o0si3aTenbHbIe OIS
YupexgeHus akThl, CBI3aHHBIE C IIPeOOCTaBJIeHHEM Y CIyr (HaopuMep,
IIpaBujia MeXIYHAaPOOHLIX OPraHu3alluy MIaTeXKHbBIX KapT)
IIpegycMaTpUBalOT UHBIE CPOKH.

11. Ecnu nipeTeH3us (:kKanoba) He MOKeT OBITh paCCMOTPEeHa B CPOKH,
yKa3aHHble B nyHKTe 10 maHHBIX [IpaBun, YupexmoeHue yBeOOMIsET
KineHTa 0 mpuyYMHaxX U IIPU HeOOXOOMMOCTH IIPOCUT INPEdOCTaBUTD
OOIIOJTHUTENbHYIO MH(MOPMAIINIO, YKa3biBas JaTy IIPeaoCTaBIeHUS
OTBETa Ha ero NpeTeH3uIo (:Kanody).

12. ITocne paccMOTpeHUS NIPeTeH3un (Kalo0nl) pelieHne
OTHOCHUTEJIFHO ee 000CHOBAaHHOCTHU O0OPMIISIETCS B MHCbMEHHOM BUE,
T. €. KIIMeHTy IIpenocTaBIgeTCa MUCbMEHHBIA OTBET.



13. Ecnu npetensus (kKanoba) KnreHTa He YOOBJIETBOPSIETCS UIIU
YOOBJIIETBOPSETCS YaCTUYHO, B IIpefocTaBisieMoM KIueHTy OTBeTe
YKa3bIBAIOTCSI MOTHBBI TAKOT'0O PEIIEHHUsI, a TaKXKe NHEIE MEPHI 110
3amuTe HHTepecoB KnumeHTa, BKIIIo4Yasi, HO He OrpaHUYuBasICh
BO3MOXKHBIMU CITOCOOAMU PEeIIeHUus CIIOPOB M IIPpaBaMM Ha UX
ypPeryaupoBaHue.

14. OTtBeT KnIneHTy npeaocTaBiIseTCs 10 TOMY XKe KaHally, 110
KOTOpPOMY ORbIjia IToJIydeHa IIpeTeH3us (Kanoba), eciiu TOIbKO KinueHT
He yKa3aJl UHOU KaHaJl II0JIy4YeHUus OTBEeTa.

15. IIpeTen3uu (;kanodnl) KnneHTOB U CBsi3aHHBIE C UX PACCMOTPEHUEM
MaTepuasbl, HOKYMEHTHI U IIPEeOOCTaBJIeHHbIN KIIMEeHTy OTBET XPaHATCSA
He MeHblle 3 (Tpex) JIeT Co OHS npenocTaBieHus KiueHTy
OKOHYATEeJIbHOT'O OTBETA.

3aK/JII0UYHUTEe/IbHbLIC TIT0JI0OKeHH ST

16. [larnHble IIpaBuia HaxOoOsATCSA B OTKPHEITOM OOCTYIIEe Ha CauTe
YupexnpeHus.

17. Ecnu KnueHTa He YOOBIETBOPUT IIPUHATOE YUpexRKaeHueM
pellieHne, OH BIIPpaBe BOCIIOIb30BaThCS OPYTUMU IIPaBOBLIMU
crioco0aMu 3alIUTEI CBOUX MHTEPECOB 1 0OPaATUTHLCS C KaJ1000i B
COOTBETCTBYIOILIINM OPraH, KOTOPHIK CIIEOUT 3a OesATEIbHOCTHIO
YuypexpgeHus:

17.1. Kacarenbuo «Paysera LT», UAB:

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

17.1.1.1. 4yepe3 3IEKTPOHHYIO CUCTEMY PACCMOTPEHUS CIIOPOB
«Elektroniniai valdzios vartai»;

17.1.1.2. 3armonauB GopmMy oOpallleHus IIOTPeOUTENSI U OTIIPAaBUB €€ B
Cnyx0y no Han3opy barka JIuTBe o agpecy: yi. Totoriu 4, LT-01121
BunbHIOC, 971. mo4uTa pt@lb.1t unu info@lb.l1t;



17.1.1.3. momaB 3asiBneHue B cBOOOOHOM popme B CiykK0y 110 Haa30py
banka JIutsel, yi. Totoriu 4, LT-01121 BunbsHioc, 351. mouTta pt@lb.lt

nnu info@lb.lt.

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

17.2.1. B LlenTpanbubili 0aHK KocoBo (agpec: Rr. Garibaldi 33,
[Tpumrtuza, 10000, KocoBo) ciegyioiiuMu cIioco0aMu:

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

17.2.1.2. mo nmoute (ampec: Rr. Garibaldi 33, IIpumtuaa, 10000,
KocoBo);

17.2.1.3. 3apeructpupoBaB xkano0y B lleHTpanbHOM O0aHKe KocoBo
(ampec: Rr. Garibaldi 33, INpumtura, 10000, Kocoso);

17.2.1.4. mo dakcy.
17.3. B otnomienun Paysera Albania SH.PK.:

17.3.1. B bank Anbanuu 1o agpecy: Selia Qendrore No. 1 e Bankes se
Shqgiperise, Sheshi "Skenderbej", No. 1, Tirane, Albania, cnegymoimumu
CIIocoOaMmU:

17.3.1.1. mo moute mo agpecy: Selia Qendrore No. 2 e Bankes sée
Shqipeérise, Bulevardi "Deshmoret e Kombit", No. 3, Tirane, Albania;

17.3.1.2. 1o anexTpoHHOU nmo4yTte: public@bankofalbania.org;

17.3.1.3. Ha UHTEepPHET-CaUTe IO agpecy:
https://www.bankofalbania.org/Aksesi ne_informacion/.

18. Eciiu He ygasioch peUInuTh CIIOP MUPHEBIM IIyTEM UJIN OPYTUMU
HeCcyneOHBIMHU CIToCcO0aMU, CIIOP B YCTAaHOBJIEHHOM 3aKOHOM IIOPSOKE
pelnaiT CyObl II0 MECTY PETUCTPalluM YUpexKOeHHUs.

HQaBI/IJ'Ia INpeabiABIIEHUA U1 PACCMOTPEHUA HQGTGH3HIZ f}KaHO6!

KJIMEHTOB (Bepcus amencTtBuTtesibHa 00 18.03.2022)
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YCIIYI'HA

o PemmeHusa nndg 6u3Heca
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e PacuyeTHEIW CUET

YaBo

e B Kakux crpa”Hax meuctsveT Pavsera?
e Kak cTaTh KJIMEHTOM?
e EcTh 11 cOoU B cucreme?

INIOOPOBHEE

e PacmjmaTuTech B ropone

KOHTAKTDI

+370 70017 217
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