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O6HoBNEHHbIN [oroBop BCTynua B cuay: 02-04-2026

MPABUIA MPUEMA N PACCMOTPEHWA MPETEH3WI (OKAIOB)
KIIMEHTOB

[JIABA |
OBLLME NMOJTOXKXEHNA

1. Uenbto MpaBun npmemMa n pacCMoTpeHuns npeTeHsun (xxanob) Knnentos «Paysera LT», UAB (nanee —
Mpasunna) saenseTcs obecrneyeHne BbICOKOro ypoBHS o0bcnyxuBaHna KnmeHTtos B «Paysera LT», UAB (nanee —
KoMmnaHuna) nyteMm acpHeKTUBHOI0 pacCMOTpPEHMS NpeTeH3uinn (xanob) KnneHToB 1 pelieHnsa CBA3aHHbIX C HAMU
BOMPOCOB.

2. MpaBuiia NPUMEHAIOTCS KO BCEM MpeTeH3usaM (xanobam), nonyvyaemblM B CBA3M C 00CY>KUBAHNEM
KnneHTOB, 1 0XBaTbIBAlOT KA4€CTBO U KOHTPOJIb MPOLECCa UX pa3peLLeHus.

3. OTaen obcny>XMBaHUS KJIVEHTOB U APYrMe OTBETCTBEHHbIE COTPYAHNKM KOMNaHnK, y4acTBylOLWNE B
rnpouecce nNpmMeMa N pacCMoTpeHnsa npeTeH3nn (kasnobol), 06a3aHbl 03HAaKOMNTLCA C MpaBuaamMm 1
PYKOBOACTBOBATbLCSA UMW,

4. TepMUHbI, Ucnosib3yemble B [paBuiax, UMeT crefyrouine 3Ha4YeHns:

4.1. OTBeT — NUCbMEHHbLIN OTBET, NpPeAoCTaBAsAeMbli KNINeHTY Mo CyLLecTBY NOAHATLIX UM BOMPOCOB U (1K)
BblABUHYTbIX TpeboBaHUA.

4.2. Komnanua — «Paysera LT», UAB (kog topngnyeckoro nuua 300060819, kog naaTtenbwmnka HOC
LT10001261114, opugnyecknn agpec: np. Pilaités 16, BunbHioc, JInToBckasa Pecnybnunka).

4.3. KnueHnTt — punsnyeckoe nnu lpuanyeckoe nNnLo, 3aperucTpmpoBaHHoe B cmcteme KomnaHum um
co3paBLlee YHEeTHYI0 3annchb.

4.4, NpeTeH3ua (>xxanoba) — nnucbmeHHoe obpallieHune, NoJaHHoe 3aaBuTeneM B KoMnaHuio, B KOTOPOM
yKa3blBaeTCs Ha HapyLLUeHWe NpaB 1 (U1Kn) 3aKOHHbLIX UHTEPECOB 1L B CBA3W C yC/lyraMu,
npenocTaB/SeEMbIMU KOMMNaHWEN, NN 3aKl04eHHbIMW JOr0BOpPaMu.

4.5. )KypHan peructpauuu npeteH3nmn (Xxanob) — XXypHaJi, B KOTOPOM PErncTPUPYOTCA NPeTeH3nn
(>kanobebl), NonyveHHbIe HaANPSAMYo 0T KNMEHTOB Mo NoYTe, 3JIEKTPOHHOM NoYTe UK APYrUMU 3NIEKTPOHHbLIMU
cnocobamu. [laHHbIN XKypHa/l BeAeTCs B 3/IEKTPOHHOM BuAe 1 nybankyeTcs B IHTpaHeTe KomnaHuu.

4.6. 3anpoc — yCTHOe UM NUCbMeHHoe obpalleHne KnneHTa KacaTeslbHO NpenocTaBasseMblXx KoMmnaHuen
ycnyr nam obcny>XmBaHms, Korga peleHne Bonpoca He ABASAETCHA CJI0OXKHbLIM N OTBET MOXET ObiTb
npenocTaBfieH HeMeasieHHO NMbo BONpPoC MOXKET BbITh peLUeH B NpoLiecce KoOHTakTa ¢ KnmeHToMm.
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4.7. Nonb3oBaTenb — hu3nyeckoe (YacTHoe) N1MLO, NONb3YIOLLEECcs ycayraMmm KoMmnaHum B Lensx, He
CBSI3aHHbIX C ero npeanpuHUMaTEeNIbCKOM, TOProBOM UM NPodeCcCnoHaNIbHON AesTeNbHOCTLIO.

4.8. MapTHep — TpeTbe AMuUo (hrusn4eckoe nnn LpMandeckoe), npmeaevyeHHoe KomnaHmen gns
npepocTtasaeHns Ycayr KnneHtam nam pacnpocTpaHeHUs ee NPOAYKTOB. [laHHbIA TEPMUH BKJlOHaeT
MNocpeaHNKOB, pacnNpOoCTPaHUTENEeN INEKTPOHHbIX AEHEr U opyrue opraHusaunm, AencTByoL e Ha OCHOBE
MapTHEPCTBaA, Yepes Ybh NAaTdopMbl, Be6-canTbl nan MobusbHble NpunoXkeHna KnneHtam npenocTaBisieTcs
pocTyn K Ycnyram KoMmnaHuu.

4.9. KomnaHusa 6epeT Ha cebs 0TBETCTBEHHOCTb 3a paccMoTpeHmne XKanob, CBA3aHHbIX C 4EeNCTBUSAMU
MapTHepoB (NocpeAHNKOB) KoMMaHumM Npu npefocTaBieHnn ycnyr KomnaHuu. NapTHepb! OOKHbI
HeMeAJIeHHO, HO He no3gHee 4eM B TedeHue 1 paboyero aHA, nepeckbiniathb Atobble Nony4yeHHble Xanobbl B
KomnaHuio. KomnaHua obecnedmsaeTt cobntogeHne MaptHepamn TpeboBaHn HacToAwmx Mpasu.

[JTTABA |l
PEFMCTPALINA 3AMNPOCOB U MPETEH3UM ()KATOB) KIMEHTOB

5. KNneHT nMeeT nNpaBo nogaTtb XKasoby B KOMNaHUIO He rno3gHee Yem B Te4YeHne Tpex MecsLleB C MOMeHTa,
Korga OH y3HaJl AN O0/KeH Obls1 y3HaTh O HApyLLUEHUN, KOTOPOE MOXXET OblTb CBA3aHO C €ro NpaBaMu Um
3aKOHHbLIMW UHTEPECAMMU.

6. KnmeHT MOXXeT noaaTbh 3anpoc B MMCbMEHHOM hopMe (0OTNpaBuB 31IEKTPOHHOE NUCbMO Ha agpec
podderzhka@paysera.com uan NMCbMO MO NMoYTe Ha agpec np. Pilaités 16, BunbHioc), B ycTHOM hopme (no
TenedoHy) nnm nnyHo B OTaene obcnyXmMBaHUa KNMeHTOB Mo agpecy np. Pilaités 16, BunbHioc.

6.1. Ecnn XXanoba nonyyeHa 4epe3 NapTHepa (MocpeaHnka), 0TBETCTBEHHbLIN COTPYAHUK OOSKEH HEMEONEHHO
3aperucTtpmnpoBaTb ee B PeecTpe xasnob (npeteHsun) (B NHTpaHeTe). Cama 3asiBKa 1 nepenmcka MoryT BeCTUCb
B cucteme (Zammad). MNpu pernctpaunm Heobxoanmmo ykasaTb, 4To XKanoba bbina nonyyeHa vyepes
MocpedHnKa, N MPUIOKNTL BCE OKYMEHTbI U NMepBOHaYaibHble NOACHEeHUA, nepecsiaHHble NocpeaHUKoM.

7. 3asBuTenn MoryT nogaBaTb Xaslobbl Ha IMTOBCKOM 3blKe UJIN Ha OPYroM Si3blKe, eCJ/IN 3TO COrjlacoBaHo C
KomnaHunen B porosope. NpeTeH3nm NnpuHMMalTCca 1 paccMaTpusatoTcs becnnaTHo.

8. Ha ycTHbIe 3anpockl KnneHToB (caenaHHble Nno TenedoHy uan B OTaesne o6cny>KMBaHNs KJMEHTOB) OTBET U
HeobxoanMas NHoOPMaLIMS NPeaoCTaBNATCA B NMPOLLEecce pa3roBopa. ECAn Ha yCTHbIN 3anNpoC HEBO3MOXKHO
NpefoCTaBUTb OTBET M MH(OPMaLINIO HEMEAJIEHHO, COTPYAHMK OTAena ob6cnyKnBaHus KJINEHTOB NPOCUT
KnueHTa nogaTh 3anpoc B MMCbMEHHOW dopMme.

9. Mony4nB NMUCbMEHHbLIN 3anpoc oT KnneHTa, coTpyaHnK OTaena obcnyXnuBaHns KIMeHToB 06a3aH
CaMOCTOSATENIbHO WUJIN C NMOMOLLIbIO COTPYAHMKOB APYrux OTAe/I0B OpraHn3oBaTh 1 obecnevynTb
npefocTaBneHne KInMeHTy Ka4yeCTBEHHOro 1 ncyepnbiBatoLero oTeeTa (MHopMaLum).

10. Ecnv NCbMEHHBIN 3aNpoC COOTBETCTBYET KPpUTEPUAM npeTeH3un (xxanobbl), coTpyaHnk Otnena
06cny>XMBaHNA KINEHTOB, MOMOranLwwmn KnmeHTy, NoMevaeT ero Kak npeTteH3unto (kanoby) B cucteme
«Zammad» 1 He no3gHee cnegytowero pabovyero oHA NepefaeT ero COTPYyAHUKY, Ha3HAaYEHHOMY B
COOTBETCTBUN C NYHKTOM 20 lMpaBua, KOTOPLIA PErucTpupyeT npeTteHsuto (xanoby) B XKypHane perucrtpauunm
npeTeH3nn (>kanob).

11. KnneHThl, CHMTAlOLLNE, YTO UX NMPaBa WM 3aKOHHbIE NHTepechl ObININ HapyLUEHbl BCAeaCTBUE
HeHaaIeXallunx AencTemin KoMmnaHum uam ee cCOTPyAHMKOB, UMEOT NPaBo NoAaThk NpeTeH3nio (Kanoby) B
KoMnaHuto cnegyowmmm crocobamm:
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11.1. MyTem 3anoaHeHNA NpeTeH3un (kanobbl) n ee BpyyeHusa B OTaene obCcnyXmBaHna KNMeHToB KomnaHum
rno agpecy np. Pilaités 16, BunbHioc;

11.2. MyTem oTnpaBku nNpeTeH3un (xxanobbl) No NoyTe Ha aapec np. Pilaités 16, BunbHioc;

11.3. NyTeM oTNpaBKWN 3NEKTPOHHOIO NMMCbMa Ha agpec podderzhka@paysera.com. B uenax ngeHtTungunkaunun
KnneHTa NpMHUMaloTCA TOJSIbKO Te NpeTeH3nn (XKanobbl), KoTopble OTApPaB/eHbl C JINYHOrO agpeca
3NEeKTPOHHOM NMoYTbl KnneHTa, yKazaHHOro B ero y4eTHoW 3anucu; Ha Beb-cante KomnaHum www.paysera.lt
nyTem 3anoJsiHeHNA popMbl 3anpoca B pasgene «Hanuwnrte Ham»;

12. MNpeTeH3usa (xxanoba) moxxeT ObITb NOAgaHa YNOJIHOMOYEHHbIM NMpeacTaBuTenem KnneHTta (Hanpumep,
afBoKaToM). B 3ToM caydae ynosHoMoO4YeHHoe 1o 06493aH0 NpefoCcTaBUTb AOKYMEHThI, NoATBep XX aatoLme
€ro NoJIHOMOoYMS AEeNCTBOBaTb OT MMeHU KnneHTa (HanpuMmep, LOBEPEHHOCTbL UKW MHOW JOroBOpP
npeacTaBuTeNbCTBA). JOKYMEHT, NoATBEP K AAOWMA NOJTHOMOYNSA, KONMPYETCS, 3aBepsAeTCA OTBETCTBEHHbLIM
COTPYAHMKOM (WTamnoM «Konuna BepHa» € ykazaHmem ®UNO, gomKHOCTU, NogNUCK COTPYOHMKA 1 AaThl)
npunaraeTcs K npeteHsun (xxanobe). Ecnm K npeTeH3un, NoAaHHON NpeAcTaBUTENIeM, HE NMPUJIOXKEHbI
AOKYMEHTbI, MoATBEPXKAAoLWMe ero NoJIHOMO4YUSA, OTBETCTBEHHbIN COTPYAHUK 06a3aH noTpeboBaTb NX
npeLocTaBJ/ieHUS.

13. B npeTeH3nn (xanobe) fosKHbl 6bITb YKa3aHbl:

13.1. MonHoe nmsa (a8 hrusn4eckoro amua) Nam HaspaHume (gna lpnagmndeckoro amua) KnmeHTa;
13.2. Agpec KnueHTa;

13.3. Homep TenedoHa nam agpec 3/IeKTPOHHOM MOYThI;

13.4. laTa noga4un npeTteH3nm (>kanobsl);

13.5. CyTb npeTeH3un (xanobbl), TO eCTb Kakne MMeHHO NMpaBa WK 3aKOHHble nHTepeckl KnneHTta 6bian
HapyLeHsbl;

13.6. TpeboBaHuA, NnpepgbasasemMsle K KomnaHuu;
13.7. JoKyMeHTbI, CBA3aHHbIE C NpeTeH3unen (xkanobon), ecnn oHU nmetoTca y KnmeHTa.

14. Ecnn He yKa3aH XoTs 6bl 04MH 13 0653aTeNbHbIX MYHKTOB MHOPMaLK, NPefyCMOTPEHHbIX MYHKTOM 13
Mpasun, KoMnaHna nMeeT NpaBo NONpoCUTb KAneHTa yTOYHUTL (AOMNONHUTL) NpeTeH3no (kanoby).

15. NMucbMeHHas npeTeH3ns (kanoba), nogaHHas KnneHTtoMm, 0osKHa 6bITb HannCaHa akKypaTHO U
pa3bopymBo 1 NoagnnucaHa KnMeHToOM nan ero yrnosaHOMOYEHHbIM JIMLLOM.

16. OTBEThI Ha YCTHble NpeTeH3nn (kanobbl) KnmeHTOB AaloTCA B Npouecce pa3rosopa, Npu 3ToM KnvmeHT
VH(pOPMUPYETCA O TOM, YTO NMUCbMEHHbIE OTBETbI NPeaoCTaBNATCHA TOJIbKO Ha NoJly4YeHHble MNCbMEeHHbIe
npeTeH3nn (xanobwbl).

17. Bce npeTeH3un (xxanobbl) KnneHToB, NnogaHHble B OTAene o6Cny>XMBaHNSA KJIMEHTOB UKW OTMpPaBJIEHHbIE MO
rno4Te Ha agpec np. Pilaités 16, BunbHoC, J0>KHbI ObITb OTCKaHNPOBaHbI U He No3aHee cnefytouero pabodero
OHS nepecnaHbl N0 3/IEKTPOHHOM MOYTe Ha3Ha4YeHHOMY COTPYAHUKY, KOTOPbIA PErNMCTPUPYET NPETEH3NIO B
>KypHane peructpauunm npeteHsun (xanob).

18. MpeTeH3un (xanobbl) KNnneHToB, Mosly4YeHHbIE MO 3JIEKTPOHHON NoYTe Ha aapec podderzhka@paysera.com,
[OJDKHBI BbITh HE MO3AHee crefytollero paboyero AHA 3akpenseHsbl B cuctemMe Zammad 3a Ha3Ha4YeHHbIM
COTPYLHMKOM, KOTOPbLIN PErncTpupyeT nx B XXypHane perncrtpaumm npeteH3snn (xxanob).
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[JTIABA I
PACCMOTPEHUE MPETEH3MW (X)KATOB)

19. B uenax obecnevyeHus becnpmcTpacTHOCTM KOMNaHUA rapaHTUpyeT, 4TO paccMoTpeHune Xanobbl He byneTt
NOpy4YeHO COTPYAHWUKY, YbM OeNCTBUSA unn 6e3nencTene ABASOTCA NpeaMeToM 3Ton XKanobbl.

20. MNogaHHble KnneHTaMu npeTeH3umn (kasnobbl) paccMaTpUBalOTCS, a 0TBETbl KOMMNAaHUN Ha HUX FOTOBATCS U
NOANUCBLIBAOTCS COTPYAHUKOM, Ha3Ha4YeHHbIM pykoBoauTenem OTaena obcnyXnBaHUs KJINEHTOB
OTBETCTBEHHbLIM 3a AaHHYI0 paboTy.

21. KoMnaHusa BblaensieT AOCTAaTOYHbIE YenloBevYeckue pecypchl ana obecneyeHns Haanexxallero
paccMoTpeHns XKanob v NpoBoAUT perynsapHoe obyvyeHne coTpyaHUKOB, YHaCcTBYHOLLUX B 3TOM NpoLiecce.

22. B NCKOYMTENbHbIX C/ly4aaX, Korga npeteH3nsa aBnseTcs 06bemMHom 1 (M) HOCUT KOMMJIEKCHbIN
XapaKTep, OHa pacCMaTPMBAETCH, N OTBET NOTOBUTCHA COTPYAHMKOM KOpnanyeckoro otaesna no CoriacoBaHMIO
C pykosoguTtenem KOpngmnyeckoro otaesia COBMeCTHO C Ha3HAa4YeHHbIM OTBETCTBEHHbIM COTPYOHMKOM.

23. Ecnn NMPeTeH3nsa CBA3aHa C HeEHaOJ1ieXXallnMun O0EencTBnUsaMun COTpyAHMKa KoMnaHuu, 0 NPUHATOM peLleHnn
DOJIKHbI ObITb NPONH(OPMNPOBAHbI OaHHbIN COTPYAHUNK N €ro HeI'IOCpe/J,CTBeHHbIIZ pykoBoOouUTENb.

24. Ecnn 3anpoc uan npeTteH3uns Obin nogaHbl No 3J1IeKTPOHHONM noyTe pagalba@paysera.lt,

support@paysera.com, podderzhka@paysera.com van Ha gpyron agpec:

24.1. OTBET Ha NpPeTEH3U1t0, MOJIYYEHHYIO MO 3JIEKTPOHHOW MoYTe, OTnpaBaseTca KnneHTy c agpeca
podderzhka@paysera.com. OTBeT KOMNaHnn oTrpaBaseTcs COTPYAHMKOM, Ha3Ha4YeHHbIM OTBETCTBEHHbLIM 3a
paccMOTpEHNE NpeTeH3nn.

24.2. Ha Bce 3anpochl, NOJIyYEHHbLIE Ha IEKTPOHHYIO NOoYTY podderzhka@paysera.com, oTBeYaloT COTPYAHUKMN
OTnena obcny>XxmBaHUS KJIIMEHTOB CAaMOCTOATESIbHO UM C MOMOLLbI APYrUX COTPYAHUKOB KoMnaHwuu.

25. Bo Bcex cny4dasax oTBeT KoMnaHUM Ha NpeTeH3uto, oTnpaBasemMbln ¢ agpeca podderzhka@paysera.com,
0oJ>KeH 6bITb cornacoBaH c pykosoautenem Otgena obcnyXmBaHnUsa KJINMEHTOB UIN PYKOBOAUTENEM
nogpasfesnieHns aToro oTaena.

26. MNpeTeH3na (xanoba) cHNTaeTCsa peLIeHHOW, KOrAa BbIMOJSIHEHbI BCE AeNCTBUSA N0 YCTPaHEHUIO Npobriemsl,
MPUHATHLI peLleHns n KNnneHTy npefocTasBsieH OTBeET.

27. PaccMoTpeB npeTeH3uto (xkanoby), KomnaHna NnpMHMMaeT peweHne NnpmusHaTh ee:

27.1. YooBneTBopeHHOW — KoMnaHus npusHaeT TpeboBaHna KnneHTa 3aKOHHbIMU 1 060CHOBAHHBLIMU 1
nMPUHUMaeT Mepbl 418 NX BbIMNOJIHEHUS;

27.2. YacTn4HO yooBAeTBOPEHHOW — KoMMaHWs YaCTUYHO yaoBneTBopseT TpeboBaHUa KnmeHTa;
27.3. HeynoBneTBopeHHON — TpeboBaHMa KnveHTa ABNSOTCSA HEOO6OCHOBAHHbLIMU U MO3TOMY HE BbIMOJIHAOTCS.

28. Ecnn KomnaHuns NMPMHNMaET pelleHne 0TKa3aTb B YAOB/ETBOPEHNN NPETEH3UN NN YOOBJIETBOPUTL €€
4aCTUYHO, MUCbMEHHLIN 0TBET KoMNaHunm KnneHTy 0OJI)KEeH COOTBETCTBOBAThL C/iefylouwmm Tp86OBaHI/IF|MZ

29. PelwieHne KoMnaHnm o6 oTKIOHeHUN XKanobbl (Mnm o ee YaCTUYHOM YA0BJIETBOPEHUN) A0/IHKHO ObiTh
MOTUBMPOBAHHbLIM N 060CHOBAHHBLIM AOKYMeHTaMu (pakTaMn) 1 NpaBoBbIMK NONOXKEHUAMU. OTBET KNneHTy
rOoTOBUTCS Ha S13blKe, HA KOTOPOM ObIJ1 3aKJll04eH A0roBop 06 oKasaHuW yCiyr, UK Ha APYroM si3bike,
cornacoBaHHoM ¢ KnueHToM. Ecnu XXanoba He ya0B/eTBOpEeHa, K 0TBETY KOMMaHuUn A0XKHbI ObITh
NPUJIOXKEHbl OKYMEHTbI (M UX KOMUK), MOATBEP)XAAOLLNE peLleHne, 3a UCKJIIDYEHNEM CJTy4aeB, Korga Takue
NOKYMEHTbI ObI1V NpenocTaBieHbl paHee.
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29.1. Ecnn B npeTeH3nn KNneHT ocnapmBaeT MiaTeXHY onepauunto, kotopasa Moraa 6biTb coBeplleHa
MOLUEHHUKaMU 1 (Mn) B pe3ysibTaTe MOWEHHNYECKUX AencTBmnin, KoMnaHnsa npu pacCMOTPEHNN NPeTEH3UN
CTPEMUTCA BbIACHUTb BCE 06CTOATENbCTBA, CBA3aHHbIE C BbINOJIHEHUEM AAaHHOW onepaunm.

30. NMnCbMeHHbIN oTBEeT KoMNaHum O0JXKEH coaep>XaTb MH(OopMaLmMio 0 Mepax Mo 3awmTte nHTepecoB KnneHTta,
BKJ1lOMas, MOMMMO NPOYero, BO3MOXXHble cnocobbl M MpaBa Ha pa3peLleHne Cropos.

30.1. B cnyvasax, korga KnueHTt asnaeTtca MNonb3oBaTeneM, B NMCbMEHHOM OTBETE A0JIXKHO BbITh YKa3aHo, 4To
peweHne KoMmnaHum MmoxeT 6biTb 06>kanoBaHo B baHke JIMTBbI B Te4eHMEe OAHOr0 roga ¢ gaThl NOA4a4YM
npeTteH3nm B KomnaHuio.

30.2. MncbMeHHbIN oTBET KoMnaHnm AoJIXKeH cogep>XaTb MHPOPMaLKUo 0 TOM, 4To KIMeHT MoXKeT nogaThb
»xanoby B baHk JlInTebl cnegyownmm cnocobamu:

30.3. Yepe3 371eKTPOHHYO CUCTEMY pa3pewleHmns crnopoBs: https://www.epaslaugos.lt/portal/. MyTemM 3anonHeHus
n noanucaHnsa dopmel 3aaBneHns noTpebutensa: PopMa 3asaBaeHNd NOTpebuTend n ee nogadn B JenapTamMeHT
rnpasa 1 nMueH3npoBaHUA baHka JINTBbI;

30.4. dneKTpoOHHasA nouTa: priezidra@lb.lt unn info@lb.It

30.5. Appec: baHk JInTebl, lenapTaMeHT npaBa 1 AnMUeH3npoBaHus, ya. Totoriy 4, 01121 BunbHtoc, JInTsa.

31. Ecam npeTeH3na KnmeHTta npmsHaHa o6ocHoBaHHOW, B oTBeTe KoMnaHnm A40J1>KHO ObiTb Bbipa>KeHo
coXXajieHne U npuHeceHbl N3BNHEHNA KNneHTy.

32. B otBeTe KoMnaHunu 06 0TKaze nam 4aCTUYHOM yOoBNeTBOPEHNN OOJIXKHbI ObITb 4EeTKO Pa3bACHEHDI
MPUYNHbI N MOT'YT ObITb npennoXXeHbl 40MOJIHUTENIbHbIE MepPbI 418 MOBbILLEeHUA Y40BJ1€TBOPEHHOCTU KineHTa.

[JIABA IV
MMCbMA KOMMNETEHTHBIX OPTAHOB KACATEJIbHO PA3SPELUEHNA CTMTOPOB C KJIMEHTAMM

33. MncbMa KoOMMNeTEeHTHbIX OpPraHOB KacaTesIbHO pa3peLlleHns CNopoB C KNneHTaMun perucTpupyoTcs B
COOTBETCTBUU C YCTAHOBJIEHHbLIM MOPSAAKOM perncTpaunm BXogawmx 4OKYMEHTOB BO BHYTPEHHEN
3NEeKTPOHHOW cncTteme AoKymMeHToobopoTa. Pernctpaunto Takux NMCeM OCyLLLECTBASET aAMUHNCTPATOP
KoMmnaHunu.

34. MNocne peructpaumm NnUcbMa agMUHUCTPATOP NepenaeT ero Uin nepeckiyiaeT Nno 3J1eKTPOHHOM noyTe
pykoBoauTento OTaena o6Cy>KMBaHNSA KIIMEHTOB, KOTOPLIN He3aMeaJINTEeNIbHO HanpaBaseT ero
OTBETCTBEHHOMY COTPYAHUKY.

35. Mpn nony4yeHnn npeteHsnm KnmeHTa, nepecnaHHon baHkom JInTBbl, nnu 3anpoca baHka JInTebl 0
npenocTtaBaeHnn o6bACHEHUIN MO CNOpYy, paccMaTpuBaemMomy B baHke JIMTBbI:

35.1. CoTpyaHUK, OTBETCTBEHHbLIN 3a paccMoTpeHune XKanob KnmeHToB 1 NOAFOTOBKY OTBETOB, CO34aeT
OTAENbHYI0 3aZa4y B CUCTEME YNPaB/eHUS 3a4a4aMU Jira TOJIbKO B TeX Caydasnx, Korga cutyaumsa tpebyet
OOMOJIHNTESILHOIO paccsiefoBaHNA, NPUBJIEYEHUA OPYIMX OTAEJI0B WIN NMOLAFOTOBKU 3aKJ/II04HEHUA
FOpuanyeckoro otaena. B Takux cnydaax BCA MHopMaLumsa 0 NOAFOTOBKE OTBeTa U NpefoCcTaBJ/IeHUn ero B
BaHK JInTBbl (hkCcupyeTcsa B cucteme Jira.

35.2. OtBeT KoMnaHum KnneHty n (nnm) banky JInTebl 8o/mKeH ObiTb cornacoBaH ¢ KOpnanveckmm oTaes1oMm.


https://www.epaslaugos.lt/portal/
https://www.epaslaugos.lt/portal/service/55620/3620
https://www.lb.lt/uploads/documents/files/DUK/Varotojo%20kreipimosi%20forma.docx
mailto:prie%C5%BEi%C5%ABra@lb.lt
mailto:info@lb.lt

[JIABA V
CPOKW MPEOOCTABJIEHA OTBETOB HA MPETEH3UNW (XKAJTOBbI)

36. Mony4nB NPeTEH3UI0, OCMAPUBAIOLLYIO MPU3HAHME MIAaTEXHOW onepaLuy NoATBEP X AEHHON AO/XKHbIM
obpasoM, KoMnaHUs Oo/KHa He3aMennTeNbHO, U He Mo34Hee OKOHYaHus cneayouero paboyero AHsA, HaYaTb
ee paccMoTpeHue.

37. Mpwn nonydyeHun npeTeHsnm KnmeHTa, oH Ao/»KeH 6biTb NPONHGOPMUPOBAH O TOM, YTO ero obpalleHne
MOJly4EHO N 3aperncTprupoBaHo B XXypHase perncrpauun npeteH3nn (xkanob) KomnaHnm He nosgHee 4em B
Te4vyeHne 1 (ogHoro) paboyero oHS.

38. Ecnim KnueHT aBnsieTcs MNonb3oBaTeneM, OTBET Ha NPETEeH3UI0 f0/KeH ObliTh NpeaocTaB/ieH He No3aHee 15
paboynx OHeNr ¢ gaThl NOJyYeHUs MMCbMeHHOoro obpaweHns. Ecnm no He 3aBucsAWMM oT KoMnaHUy NpuynHam
NnpenocTaBMTb OTBET B 3TOT CPOK HEBO3MOXXHO, KNIMeHTY HamnpaBiseTCcs NpeABapuTesbHbIA OTBET C YKa3aHUEM
NMPUYNH 3a0EPXKKN U CPOKA OKOHYATeNbHOro oTBeTa. OKOHYaTe bHbIN CPOK OTBETa HE MOXKET MNpeBbIlaTh 35
paboymx OHeNn C gaTbl NOJlyYeHUs NPeTeH3nNn.

39. Ecnnm KnneHT He aBndaeTca lNonb3oBaTeneM, OTBET Ha NPETEH3UI0 NpeaoCcTaBAAeTCs He No3aHee YeM B
Te4vyeHne 30 KanleHAapHbIX OHEN C AaTbl ee NoJly4YeHus.

40. Nocne npeaocTaB/ieHNs 0TBeTa pykoBoauTenb OTaena o6cny>XMBaHUSA KJIIMEHTOB UM OTBETCTBEHHbIN
COTPYAHUK 3amnoJiHAeT XKypHan peructpaunm npeteHsnn ()xanob), ykasbiBas AaTy OTBETa U KPATKUMN
KOMMEHTapuii No peLeHHOMY BOMpocy.

41. OTBEeTblI Ha NUCbMa KOMMNETEHTHbIX OPraHOB NMPeaoCcTaBAAlTCA B TedeHne 30 KaleHgapHbIX AHEN C AaThl
X noayyeHmnsa KomnaHuen, ecnm B CaMuUX NMCbMax He YCTaHOBJ/IEH NHOW CPOK.

[JIABA VI
OLEHKA PE3Y/IbTATOB PACCMOTPEHUA XXAJTIOE (MPETEH3WIN) U XPAHEHWE OTBETOB

42. KomnaHuns (pykosoguTenb OTaena o6CnyxXmnBaHua KJIMEHTOB) NEpPUOSUNYECKN, HO HE peXXe OL4HOro pasa B
ron, NPOBOAUT aHaNM3 NoJsiy4eHHbiX XKasnob, B xoae KoToporo:

42.1. CobmpaeT nHdopmaumto o Noxoxunx XKasnobax, BbIABASET UX MEPBONPUYNHBI U YCTaHaBAMBaeET
MPUOPUTETLI AN19 NX YCTPaHEHUS;

42.2. OueHNBaET, MOryT JIN BbISIBJIEHHbIE MEPBOMNPUYMHBLI MPUBECTU K XKasiobam no apyrum ycayram;
42.3. OnpegenseT n, Npyn HeobxoANMOCTU, BHEAPSET Mepbl M0 YCTPAHEHMIO 3TUX NEePBOMNPUYNH;

42.4. Obecne4ymBaeT perynspHoe npenoctaBsieHNne NHGopMaLmm 0 CUCTEMHbIX NMpobneMax pyKOBOACTBY
KomMnaHun.

43. XKanobbl KnneHToB, OTBETHI Ha HMUX W BCS CONYTCTBYOLWAA JOKYMEHTALNA XPaHATCSA B ONEPaLMOHHON
cucteme Zammad He MmeHee 5 (NaTu) neT € AaThl NpeaoCTaB/IeHNA OKOHYaTENIbHOIrO OTBeTa KNMeHTy, a TakxXe
dukcmpytoTca B npogpune KnneHta B Cucteme.

44. )XXanobbl, NONyYEeHHbIE OT KOMMETEHTHbLIX OPraHoB, 1 0TBeThl KOMNaHUM Ha HUX PErncTpUpyoTCs B
COOTBETCTBUU C MOPSAAKOM perncTpaumm BXogawen n NCXoasaLen KoppecrnoHAEHUNN N XPaHATCA BO
BHYTPEHHEN 3JIEKTPOHHON CUCTEME AOKYMeHToobopoTa.



45. KoMmnaHns roToBUT 1 NpeacTaBaseT OTYeTbl B COOTBETCTBUM C [paBnnaMun paccMoTpeHuns »anob,
MoJly4YeHHbIX y4aCTHUKaMN OUHAHCOBOr 0 pblHKA, YTBEpPXXAEeHHbIMU [1ocTaHoBsieHMeM lMpasneHns baHka JInTBbI
oT 6 nioHA 2013 r. Ne 03-105, nprnnoxxeHnem «MNopafok npencraBsieHNs 0THETOB 0 XKaslobax, MosyHeHHbIX
y4yacTHUKaMn (OMHaHCOBOr 0 PbIHKa».

45.1. o oKOHYaHUKU KaneHJapHoro roaa, N He no3aHee 1 mapTa ciegyowero roga, KomnaHua npeacrtasnseT
B baHK JInTBbl MH(DOPMaALMIO O NOJIyYeHHbIX XKanobax.

45.2. OT4yeThbl NpencTaBnNAaAlTCAa Yepes nHpopMaunoHHyto cncteMmy baHka Jinteel REGATA B hopmaTe JSON
nyTeM 3anoJIHEHNA CrieayroLWmx popmM:

45.2.1. ®opma SKND_01 (kKonunyecTBeHHas MHpopMaLums);
45.2.2. ®opma SKND_02 (oueHKa onepaunoHHbIX HELOCTAaTKOB U NPUHATbIE peLleHns).

46. Mpwn obHapy>XeHUN HETOYHOCTEN B NpeACTaB/IeHHbIX OTYeTax KoMnaHna ncnpaensieT nx n npencrapiaseTt
CKOPPEKTUPOBAHHbIE OTYETHI B TeYeHue 5 (naTn) pabovnx gHen.

[JTABA VII
SAKITKOYUTE/IBHBIE TTOJTOXEHWA

47. MNpwv NPUHATUK pelleHns 06 yaoBieTBoOpeHUn npeTeH3nn Knnenta (NoHOCTbIO AN YaCTUYHO) Uaun
MOSly4EeHNN 3aMeYaHNN OT KOMMNETEHTHbIX OpraHoB, KOMMaHMsa NnpnHUMaeT Mepbl N0 YCTPaHEHNIO HEAOCTATKOB
M npenoTBpalleHnto NnoaobHbix xanob B byayuiem.

48. HacToswwme MpaBuna yTBEPXXAAOTCA N U3MEHSIOTCA NpUKa3oM eHepanbHOro gupektopa KomnaHum.

49. MNpaBnia NepecMaTpPUBaOTCA U, MPU HEOBXOANMOCTU, USMEHSAIOTCS HE pe)Xke 04HOro pasa B AiBa roga uin
Yaule (Hanpumep, NP N3MEHEeHUN 3aKoHo4aTeNbLCTBA).

50. PykoBoauTenb OTaena obcnyXmBaHUa KNMeHTOB HECET OTBETCTBEHHOCTbL 3a NpeAcTaBleHne
npenJsioXxeHnn no nameHeHuto Mpasnn eHepanbHOMY OMpeKTopy nan B KOpnandeckunin otgen.

51. HacTosawme lMNMpaBuna n nusmeHeHnsa K HUM nybnmkyoTtca B MHTpaHeTe KoMmnaHnn. COTPYAHUKM CHMTalOTCA
03HAKOMJIEHHbLIMU C HUMU C faTbl Nnybnukaumm B UHTpaHeTe.

Mpasuaa NpenbsasaeHUs U PacCMOTPEHNS NpeTeH3nin (kasiob) KAMeHToB (Bepcus, AencTeosasLias fo 18-03-
2022)

MpaBuaa NpegbaBaAeHUA U PacCMOTPEHMA NpeTeH3un (kanob) KIneHToB (Bepcus, AencTBoBasLasn 4o 26-08-
2024)

MNpaBuaa NpeabaBAEHUA U PACCMOTPEHUA NpeTeH3un (Kanob) KIneHToB (Bepcus, aencrteosaswasn oo 02-04-
2026)



https://www.paysera.ee/f/RFFAP%20client%20claims%20LT
https://www.paysera.ee/f/client-claims-ru
https://www.paysera.ee/f/RU_internal_rules_for_the_receipt_and_processing_of_client_claims_complaints_26_08_2024

