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1. O0mmue mos10KeHHUA

1.1. Tonoxenue o B3aumopeiicTuu ¢ [lorpeGurensmu ¢purancoBsx yeayr B 000 6ank
«InuTtay (nasee mo Tekcety — [lonoxkeHue) pa3pabOTAaHO B COOTBETCTBMM C PEKOMEHIALUAMH
Banka Poccun, ¢ yuerom TpeGoBaHHH JefiCTBYIOLIEr0 3aKOHOAATENbCTBA POCCHHCKOH
Denepannu 1 BHyTpeHHUX H0KyMeHTOB OO0 GaHk «DnuTay» (anee no TeKCTy — bauk).

1.2. Hacrosmee Ilososkenne onpe/eisieT OCHOBHBIC MPHHIMUIEI B 00JIACTH 3aLIMTHI [IPAB
u uHTepecoB IloTpeGurenell (UHAHCOBBIX YCIyT, KOTOPBIMH COTPYAHMKHM baHka IOKHBI
PYKOBOJCTBOBAThHCS, NIPH pealn3aliy (GHHAHCOBBIX YCIIYT.

1.3. Bank noBoxuT Ilonoxenue 10 ceenenus [lorpebureneii GpuHaHCOBLIX yeayr banka u
MHBIX 3aMHTEPECOBAHHBIX JIMI[ IIyTEM pa3MelleHHs Ha opHIManbHOM caiite OaHka, a Takke B
MecTax OKa3aHus (PUHAHCOBBIX YCIIYT.

1.4. Hacrosimiee [Tonoxxenne npuMeHAETCS B LIEAX:

—  obecreueHus coBIIONEHNAS TIPAB W 3aKOHHEIX HHTepecoB [loTpeGuTenel HUHAHCOBBIX
yeayr, obpatMBIIMXcs B BaHK, MHHUMH3AlMH DHCKOB HapylleHHs @paB mnoTpedureneii
(HHAHCOBBIX YCIIYT;

—  NpeaynpeskIeHHs HeT0OPOCOBECTHBIX IPAKTHK B3AHMOICHCTBHA COTPYAHHKOB baHka
¢ [TorpeburtensamMu GUHAHCOBBIX YCIIYT;

- TIOBBILLICHHS JOCTYITHOCTH " KayecTBa (MHAHCOBBIX YCIIYT,
OKa3bIBaeMBIX/TIpeIocTaBIsIeMbIX baHkoM;

—  TIOBBILIEHHS HH(OPMALIHOHHON OTKPHITOCTH PhIHKA QHHAHCOBLIX YCIyr Pocchiickon
deziepaluu, a TakyKe MOBBILIEHUS YPOBHS (PMHAHCOBOM IPAMOTHOCTH M MH()OPMHPOBAHHOCTH
IMoTpeGuTeneii pUHAHCOBBIX YCIYT O NEATENLHOCTH baHka;

1.5. BaHK ©npH OCYIUECTBICHHH JAEATEJLHOCTH DPYKOBOJACTBYETCS CJIEAYIOIIHMH
HOPHHIATIAMH:

— MNPHHLHI PasyMHOCTH U JOOPOCOBECTHOCTH;

— DOpPHHIMI OTKa3a OT 3710ynoTpeOleHHs CBOMMH IpaBaMH W (WJIH) yIIeMJICHHS
uHrepecos [lorpedurene GUHAHCOBBIX YCIYT;

— NPHHIKI PaBHOTO OTHOLIEHUS KO BCEM KaTErOpHAM K/IHEHTOB;

— TIPHHIMIT HEJOMYCTHMOCTH ACHCTBUH B yIIepOd HHTEpECcaM KIHEHTOB H HCIOIb30BaHHA
MOJYYEHHOW OT KJIMEHTOB HH(pOpMalMH B CBOMX HHTEpecaX, a TaKKe HEITHYHBIX,
HeJJ06POCOBECTHBIX MITH HE3AKOHHBIX HETIX.

1.6. Bank nmpH oKaszaHUU (UHAHCOBBIX YCIYT PYKOBOICTBYETCS J0rOBOPOM OaHKOBCKOTO
cuera (0aHKOBCKOTO BKJIana), YCIOBHSAMH NpeocTaBIeHHs baHKOM TeX HJIM HHBIX BHJIOB YCIYT H

NeHCTBYIOIErOo 3aKoHoAaTenbeTBa Poccuiickoit Penepaliiy.,



1.7. Bauk He okasbiBaer [loTpeOutemsiM (HHAHCOBBIX YCIYI MHBECTHIIMOHHBIC YCIIYTH
(npuoBpeTeHue | Tpoaaxa HeHHBIX Oymar, MpOU3BOIHBIX (PHHAHCOBBIX HHCTPYMEHTOB, AKTHBOB
¥ WHBIX MHBECTHLHH B XOJe ONepaudil M0 BIOKEHHIO KaluTala, HCIOIb30BaHHE
KOMOHHHPOBAHHOTO NPOAYKTa (HHBECTHLHA H BKJIaA) M T.J.) H HE NPEJOCTABIISIET HHPOPMALIUIO

0 PHCKaX, CBA3aHHBIX ¢ HHBECTHIIHOHHOMN YCIIYroH.
2. Tepmunel H onpeae/eHus

JKanoba — npoceba monyvarens (PUHAHCOBBIX YCIYT O BOCCTAHOBJICHHH HJIH 3alHTE
HapyueHHbIX bankoM ero npas, cB00OOI H 3aKOHHBIX HHTEPECOB.

Hudopmanus o ¢uHAHCOBOI ycayre — yioOble CBeIeHHS O (DUHAHCOBOH yciyre,
nouiekamnme packpbiTio [Torpebureno (HHAHCOBOH yCIyrH B IOPAJKE H Ha YCIOBHSX,
IpPEeJyCMOTPEHHBIX  JeHCTBYIOLMM 3aKOHOJATENbCTBOM Poccuiickoit denepanuy,
HOPMaTHBHBIMH akTamMu banka PoccuM, BHYTPEHHMMH JIOKyMeHTaMH baHka, a Takke
tpeboBanusMu HacTosmero [lonoxenus.

O6pamenue — Hanpasienuble [TorpebuTenem GUHAHCOBBIX YCIyT B THCBMEHHOH (opme
Ha OyMaXXHOM HOCHTENIe HJIH B BHJE JIEKTPOHHOrO JOKyMeHTa baHky mpocs0a, npeioxenne
1100 3asiBjIeHHE, Kacalolnecs OKa3anus (PHHaHCOBOI yCITyry.

IMoTpebuTens (UHAHCOBBIX Yeayr — (GH3MYECKOe MM OPHINYECKOe JIHIO,
obpatuBumieecss B bBaHk ¢ HaMepeHHWEM [OJIYYHThb, IOJNydalrollee WM  IOJy4YHBIICE
¢bunancoByto(bie) ycuyry(u) B banke.

®unancoBasi ycayra — J000if (HHAHCOBBI NPOAYKT MM (HHAHCOBas YycCiyra,
peanmyemas; [loTpebuTemo (HHAHCOBOM YCIYyrH B COOTBETCTBHH ¢ TpeOOBaHHAMH
JIefiCTBYIOIETO 3aKOHOJATEILCTBA, YCTABHBIMH JOKYMEHTAMHM M HMelomeidica B banke

JTHILIEH3HEH.

3. Hopsiaok npenocrasiaenns Bankom undopmanun o puHAHCOBOI yeayre

3.1. BaHk mpegocTaBIsieT A1 O3HAKOMIICHHS CJIeYFOILYI0 HHOPMAIHIO:

— 0 TOJHOM H COKpalleHHOM HaWMEHOBaHMM baHka B COOTBETCTBHH CO CBEICHHAMH,
YKa3aHHBEIMH B €JHHOM TOCYAapCTBEHHOM peecTpe IOpHANUECKHX JIHIL U B YcTaBe baHka;

— o6 ampece MecTa HaxOxJIeHHs baHka M ero nojapasieNeHHH (IOMOTHHTEIbHBIX
oduCcoB), agpece 3JEKTPOHHON OYTHI W KOHTAKTHOM TeledoHe, aapece o(QHUIHATILHOrO caiTa

Bbanka B cetu «MHTepHETY;




— 00 yuyactuu bauka B cucteMe 0053aTeIbHOTO CTPAXOBAHHS BKJIA/OB;

— 0 muueH3usx banka, B ToM 4ucsie 00 opraHe, BbIAABLIEM JHICH3HH, HX HOMEpaX, AaTax
BEIJIAYH ¥ CPOKaX JeHCTBUS.

— 0 ()MHAHCOBBIX YCIIyrax, OKa3bIBAEMBIX Ha OCHOBAHHH 3aK/HOYEHHBIX OTOBOPOB, M
JONOJIHATENBHBIX ycIyrax banka, B TOM 4mcie OKa3blBaeMbIX BaHKOM 3a JIOIOIHHTENBHYIO
IJIaTy, 0 Crocodax W MOpsAAKEe M3MEHEHHs JOTOBOPOB, B TOM YHCJIE B pe3y/ibTaTe BHECEHHS
Bankom HM3MEHEeHHI BO BHYTPEHHHE NOKYMEHTEI, CChUIIKA Ha KOTOPEIE COAEPIKUTCA B JOroBOpax;

— o0 opraHe, OCYILECTBISIOIIEM IIOJIHOMOYMS II0 KOHTPOJK M Ham3opy 3a
JIesaTensHOCTRIO baHka;

— 0 NOpsAIKe NoayvyeHus (UHAHCOBOM YCIYIHM, B TOM YHCJE JOKYMEHT4aX, KOTOpbIe
JOJKHBL ObITE nipeiocTaBnens! [loTpebuTensam GuHAHCOBOMH YCIIyTH [Ulsl €€ MOJIy4YeHus;

— 0 crnocodax u anpecax HampaieHus OOpamennit (xano0) B bank, a takke B opra,
OCYIINECTBIIAIOIINHN IIOJTHOMOYHS 110 KOHTPOJTIO U HaJ30py 3a AeATeNbHOCTEIO banka;

— 0 criocodax 3amuThel npae [lotpebuteneii hpuHancoBOH yeayrH, BKIHOYas HHGOPMAIHIO
0 HAJIMYMH BO3MOMKHOCTH M crocobax Aocy1eOHOro HiH BHeCy1e0HOro ypery IMpoBaHus Cropa.

3.2. Wudopmanus, ykasaHHas B 1. 3.1. Hacrosuiero llomojkeHus mpenocraBnseTcs
noteHiuansaoMy [loTpebuTenio pUHAHCOBBIX YCIYT [yl O3HAKOMJICHHS [IPH 3aKJIOYEHHA ¢ HHUM
J0TOBOpa OKa3aHMs (PMHAHCOBBIX YCIYT, a TaKkKe NMpH oOpallieHHH ¢ HaMEpEeHHeM 3aK/IHOYHTh
JIOTOBOp OKa3aHHs (PHHAHCOBBIX YCIIYT.

3.3. He nomyckaercs mpenocraBineHHe HH(popMamuu, koropas BBojuT [lorpeburess
(HHAHCOBBIX yCIIyr B 3a0IIy)KICHHE OTHOCHTEIBHO MPEAMETa, 3aKJII0YAeMOro ¢ HEM JI0r0BOpa, a
Takke uHbOpMAIMH, KOTOpas MOXET IIOBJeYh HEOJHO3HAYHOE TOJKOBAHHE CBOHCTB
(hMHAHCOBOH YCIIYTH.

3.4. Mudopmauus npenocraisiercs bankom [lorpebutento (UHAHCOBBIX YCIyr Ha
PYCCKOM $3BIKE XOPOLIO YATAEMBIM IPH(PTOM U B JOCTYIHOH (hopme.

3.5. Unudopmanus, pasMemaemas Ha opuuuanbHOM caiiTe banka, jo/pkHA OTBEYaTh
CIEIYIOLIUM TPeOOBaHHAM:

— OBITh TOCTYNHO# KpyriocyTouHo u GecratHo [ToTpeburento dhuHaHCOBOI yonyrn s
03HAKOMJICHHS H HCIOJIb30BaHUA;

— He OBITh 3aIIH(POBAHHON H 3alHINEHHON OT JA0CTYINa CPeACTBaMH, HE MO3BO/AIOLHMH
ocyllecTBUTh oO3HakoMmieHHe IlorpeGureneit duHaHCOBOH ycayru ¢ ee couepikaHueM 0e3
UCIIOIb30BaHHSA MPOTPAMMHOI0 00€CHeYeHHs HIIH TEXHHYECKMX CpEICTB HHBIX, 4YeM BeO-

O603pCBaTCJ'Ib niu OGHICJIOCTyHHOFO OGecrutaTHOTO IIporpaMMHOIO obecrieuenus.



4. Bzaumoneiicteue Banka ¢ Ilorpeburensavu punancoBBIX yeayr

4.1. Bzaumoneiicteue banka ¢ ITorpebuTtensMu GUHAHCOBEIX YCIIYT.

4.1.1. B nesirenbHocTH Banka He JI0yCKaeTcs MPHMEHEHHE HEN00POCOBECTHBIX IIPAKTHK,
B TOM YHCJE OKa3aHHe NCHXoJormyeckoro nasieHus Ha [lorpe€urens (MHAHCOBBIX YCIYT C
1eN1BI0 CKJIOHEHHs K BRIOOpY TOH MM HHOH (PMHAHCOBOU YCIIYTH.

4.1.2. Ycranosnenue muunocty (ayrentudukaunu) [Torpeburens uHAHCOBBIX YCIyT B
cnydae obmena uHdopmarmei Mexxny bankom u KimeHTOM, 110CpeICTBOM TenedOHHOMN CBSI3H,
oGMeHa eKTPOHHBIMH JIOKYMEHTAMH WJIH HHBIX KaHAIOB CBA3H OCYILIECTBIIAETCS CrOcoOami,
[pelycMOTPEHHBIMH J0TOBOPOM H (MITH) BHYTPEHHHMH JIOKyMeHTaMH baHka.

4.1.3. Bank o6ecrneuynBaeT cOOMIOEHHE CHEAYIOMMX MHHHUMAJbHBIX CTaHAApTOB
obenyxuBanus [lorpeGureneil pUHAHCOBBIX YCIIYT:

— pasmemenue B oduce Banka mH(bOpMalMH, yKa3aHHOH B IyHKTe 3.1 HacTosllero
[TonokeHHs, ¢ yKa3aHWeM HaMMeHOBaHWS baHka, azgpeca, pexuMa o00CITyKMBaHHA
[MTorpeGuteneii GpUHAHCOBBIX YCIYT;

— HalMuMe y COTPYAHMKOB bBamka, nu4HO B3ammonelctByrommx c¢ [lorpeburenimu
(MHAHCOBBIX YCIYT, HOCTYNHBIX Wi 0003peHHs IloTpebuTensimM (HHAHCOBBIX yCIyr CPeicTB
BH3YQIbHON HACHTH()AKALNH, CONEPIKAIMX QaMHINIO, HMS U A0JKHOCTE COTPYAHHKA;

— cobmoneHre baHKOM CaHHTapHBIX U TEXHHYECKHX IIPABHI H HOPM.

4.14. Tlpu HeoOxomumocTH baHK HCHONB3YyeT BCE BO3MOXHOE I 3aKIOYCHHA
Jlorosopa ¢ [TorpebureneM (pUHAHCOBBIX YCIYI ¢ OrPaHHYEHHBIMH BO3MOXKHOCTSMH C Y9IETOM
tpeGoBanuil 3akoHomatenscTBa Poccuiickoit ®Denepanuu O COLMAILHOH 3allHTe HHBAIHIOB,
BKJIIOY4ss BO3MOXKHOCTh II€YaTH IOKYMEHTOB C HCIOJIB30BAHHEM YBEIHMYECHHOIO pasMepa
wpudTa, OKazaHHe HHOM MMOMOLIH B IPEOJOTeHHH 0apeepoB, MPENATCTBYIOLIHX IOIY4EHHIO
JMLAMHA ¢ OrPaHMYEHHLIMH BO3MOXHOCTAMHM HHGOPMAIHH O (HHAHCOBBIX yC/Iyrax HapaBHE C
JAPYTHMH JTHLEAMH.

4.1.5. BHyTpeHHUMH JIOKyMeHTaMH baHKa ompejie/IeHB! JIHI@, OTBETCTBCHHBIE 3a NIPHEM
JIOKYMEHTOB U HerocpeicTBeHHoe B3anmMozeiicteue ¢ [TorpebuTeniMu GUHAHCOBBIX yCIyT.

4,1.,6. B mecrax okasaHus (puHaHcoBbIX yciayr bankom oOecrneuuBaercs NpUeM H
¢uxcauus (npuema) 1okymeHToB oT [ToTpeOurens GUHAHCOBBIX YCIYT, JIUIOM OTBETCTBEHHBIM
3a NpHEM JOKYMEHTOB, B o0beMe, MOpAAKE M Ha YCIOBHAX, YCTAHOBIICHHBIX BHYTPEHHHUMH
JOKyMeHTaMH BaHka, B TOM 4iclle B ciydasx mpenoctasieHus [TorpeGureneM (uHAHCOBBIX
YCIIYT HEIOJTHOTO KOMILJIEKTA JOKYMEHTOB.

4.1.7. B ciyuae oTKaza B mpueme JOKYMeHTOB, baHk obecneumBaeT mpemocTaBieHHE

JMIOM, OTBETCTBEHHBIM 33 TMpUeM JOKyMeHTOB, lloTrpeGuTemo (QHHAHCOBBIX YCIYT




MOTHBHPOBAHHOI'O OTKa3a.

4.2. 3akmouaemble Bankom ¢ IlorpeburenssMi (UHAHCOBBIX YCIYr JOTOBOPBI HE
COJIEp/KAT TMOJIOKEHH, B COOTBETCTBHH C KOTOPBIMHM IPEIOCTaBlieHHEe (DHHAHCOBBIX YCIYT
[IOCTABJIEHO B 3aBHCHMOCTH OT 3aKJIFOYEHHS HHBIX JIOTOBOPOB C BaHKOM, HE SIBISIFOILUXCS UL
[TorpeGuTeneii GHHAHCOBBIX YCIYT HEOOXOAHMBIMH.

4.3. Cnioco0s1 B3auMojieiicTBis Oanka ¢ [Torpeburenamu GUHAHCOBBIX YCIIYT.

4.3.1. lna npepocrabnennsa wuHdopmamun [lorpebutento ¢uuancoBpIX ycmyr bank
HCIIONB3YeT cornacoBannsle ¢ [ToTpeGuTensiMu (UHAHCOBBIX YCIYT IIPH 3aK/IIOYeHHH J0roBOpa
OKa3aHus (PMHAHCOBBIX YCIIYT COCOOBI B3aHMOAEICTBHSA, a TAK)Ke MOCPEICTBOM Tele(OHHOH 1
[IOYTOBOM CBSA3H.

4.4. BzaumopeiictBue banka ¢ IToTpeburensMu (HHAHCOBBIX YCIYT IPH 3aK/IIOYCHUH,
HU3MEHEHHMH M PACTOPKEHHH JIOTOBOPOB OKa3aHUS (PUHAHCOBBIX YCIIYT.

4.4.1. bank unpopmupyer [lorpeburens GuHAHCOBBIX ycIyr o cmocobax M HOpsAAKe
nogaur B BaHk 3asBieHus 0 3aK/IIOYEHHH JOrOBOpa OKa3zaHWS (DMHAHCOBBIX YCIIYT MIH HHOM
NOpsKe 3aK/IIOYeHHs TaKoro J0roBOpa, a TaKXkKe O HeoOXOJMMOCTH O3HAKOMIICHHS C
[TonoxeHneM 1 JOrOBOPOM OKa3aHus (DUHAHCOBBIX YCIIYT.

44.2. 3anpemiaercs auckpuMuHanus [loTpebutenedt ¢(uuaHcoBbIX ycnyr TIpH
3aKJTIOUeHHH JOTOBOpa OKa3aHHsA (PMHAHCOBBIX YCIYT.

4.4.3. Ilpu 3aKkiOYeHHH JOTOBOpa OKaszaHHA (PMHAHCOBBIX YCIYyr COTpPYAHHMK banka
nomwkeH ybeautses, uro [Torpeburtenio GpUHAHCOBBIX YCIYr NMOHSTHBI YCJIOBHS 3aKJIOYaEMOro
JIOTOBOpA.

4.4.4. Tlorpebutens (HMHAHCOBBIX YCIIYT BIpaBe IMOAATh 3asBIEHHE O PaCTOPKEHUH
JI0roBOpa okazanus puHaHCOBOM yciayrd B oboMm oduce Banka, B TOM uncie, B KOTOpoM ObLI
3aK/IF0YEeH JIOTOBOP OKa3aHUs (PMHAHCOBLIX YCIYT, HOCPEICTBOM ITOUYTOBOH CBA3H.

4.5. Tlopsmok pasbsCHEHHsS YCIOBHH JOTOBOPDOB H HHBIX JOKYMEHTOB B OTHOILUEHHH
(punancoBoil yeIyru.

4.5.1. OcHOBHBIMHM TpHHIUNAMH pa3bsicHeHUss bankoM [lorpeGurenio (UHAHCOBBIX
YCIIYT YCTIOBHIl JIOTOBOPOB W HHBIX JOKYMEHTOB B OTHOLIEHHH (PHHAHCOBBIX YCIIYT SABIIAIOTCA
100OpOCOBECTHOCTB, MOJIHOTA U IOCTOBEPHOCTD Pa3bACHAEMBIX CBEICHHIA.

4.5.2. Pa3bsACHEHHA YCIOBHH IOTOBOPOB H HHBIX JOKYMEHTOB B OTHOIICHHH (JHHAHCOBBIX
yenyr, Kotopsle [ToTpeOuTens GUHAHCOBBIX YCIYr HAMEPEH IMOJYYHTH, MOIY4aeT MM MOJIy4ul
paHee, OCYIIECTBIsIOTCS Oe3Bo3Me3nHo U B Toi ¢dopme, B KoTopoil oH ofpaTuics 3a
pa3bACHEHUEM.

PazpscHeHHs B YCTHOW (opMe INpeNocTaBIflOTCA IpPH  YCTHOM  oOpamieHHH

HEMOCPEACTBEHHO B MecTtax oOcayxuBanus IloTpeOuTeneli (HHAHCOBBIX YCJIYr WIH IO



tenedoHy, B MHCHMEHHOM QopMe - IpH NHCHPMEHHOM OOpalleHHH, Npd OOpalleHWH 10
3JICKTPOHHOM I104Te MK Yepes odHIHaIbHELH caliT banka.

4.5.3. Cpok pa3bsCHEHHS TPH YCTHOM OOpallleHHH H MO TenedoHYy — He3aMeUIMTENIbHO
nociie obpamenus [lorpeburens GuHAHCOBBIX yCIyT.

Cpok pa3bsCHEHHS NPH ITHCBMEHHOM OOpaIleHHH, NpH OOpAIIeHHH MO 3IEKTPOHHOH
MoYTe HIIH Yepe3 odHIManbhbli caifT Barka [Torpe6urens GuHaHCOBBIX yemyr — B npeaenax 10
(1ecaTH) KaleHJApHLIX JHEH mociae perucrpauuu obpamenus Ilorpeburens (QUHAHCOBBIX
YCHYT.

Cpok pa3sbsiCHEHHS Ha CIIOXKHBIE IHCbMa-3ampockl, TpeOyromue IMOATOTOBKY
3HAYMTEIbHOIO oObeMa MH(QOPMAIMH, NPH ITHCBMECHHOM OOpalleHHH, NpH OOpalleHHH 110
31eKTPOHHOM I0YTe WK Yepe3 opuuuanbueii caiT banka ITotpebutens GuHAHCOBLIX yenyr — B
npenenax 30 (Tpuauate) KajdeHAApHBIX AHel mocie perucrpanuu obpamenus [lotpebutens
(hHHAHCOBBIX YCIIYT.

4.5.4. YcTHBIE pPa3bsCHEHHS B OTHOLIEHHH (HHAHCOBLIX YCIYr OCYIIECTBIAIOTCA B
COOTBETCTBHH ¢ pexkumMoM obciyxuBarus Kinuentos/ [lorpebureneii (pUHAHCOBBIX yCIIYT.

4.6. MHudopmauus, mnomydenHas otT [lorpeburtens GUHAHCOBBIX  yCIYT  IIpH
B3aMMOJIEHCTBHH ¢ DBaHKOM, He IIO/UIeKHT pasrialleHHIo, 3a HCKIIOYEHHEM CIIy4aeB,
peJlyCMOTPEHHEIX 3aKOHOoAaTebcTBOM Poccuiickon Denepanu.

4.7. Jlns ocymiecTBieHus B3aumonericTeus ¢ Ilorpeburensamu GuHaHCOBBIX ycuyr bank
obecreunBaeT HaIM4He KBATH(HIMPOBAHHBIX CIELHATHCTOB, 00/1ajalomuX HEOOXOAUMBIMH
3HAHWSAMM M YMEHHSAMH, OTBETCTBEHHBIX 3a B3aumoeiicTere ¢ [ToTpeOuTteniMu (QUHAHCOBBIX

YCIYT H OpraHu3aluio 00CIyKUBaHH.

5. TpeGopanusi K corpygHukaMm banka, OCymecTB/ISIIIHM B3aHMOJEHCTBHE ¢

Morpedourensvu GuHAHCOBBIX YCJayr

5.1. B pamkax peamnsanid (UHAHCOBBIX YCIYI COTPYAHMKH baHKa NpHMEHSIOT
CJeQYIOIIHE CTaHaapThI 00cayxuBanus [lotpebuTeneil GHHAHCOBBIX YCIIYT:

— 3HAHHE peali3yeMbIX (PMHAHCOBBIX ycJIyr baHKa, TOTOBHOCTE H YMEHHE NPEIOCTaBHTh
[MorpebuTessiM GUHAHCOBBIX YCIIYT HCYEPIIBIBAIOILYIO KOHCYIBTAIMIO 10 PEAH3YEMO JTaHHBIM
COTPYIHHUKOM (UHAHCOBOM YCIIyre,;

— yMeHHMe TapMOHHYHO COYeTaTb B CBOedl paboTe KaueCTBEHHOe OOCIyKUBaHHE
[Torpebuteneil (UHAHCOBBIX YCIYr M YMEHHE OPHEHTHUPOBATHCH B HECTAHAAPTHOH CHTYalHH,
rHOKOCTh M TepreHne B oOmenuH ¢ [ToTpeGuTeneM (HHAHCOBLIX YCIYr, HHIHBHIyalbHBIM

Ioaxonm,



— OTKpBITOE 1 AobpoxkenarensHoe obuienue ¢ [lorpebureneM GuHAHCOBBIX yCiyr

5.2. Tlpu B3aumoneicteun ¢ IloTpebuteneM ¢(UHAHCOBBIX yCIyr cOTpyAHHK banka
o0s3aH:

— OIEpaTHBHO M KaYeCcTBEHHO oOcmyxuBath [loTpeGHTens (PMHAHCOBBIX YCIIYT;

— obOmarecs ¢ I[loTpebutenem GHHAHCOBBIX YCIYr MNPEAYNPEAMTEIBHO, TaKTHYHO,
BEXKIIMBO, J00pPOIKEIATEIBHO, CIOKOMHO, CTPEMHTECA O00ECIeuHTh IS HEro MaKCHMATbHBIH
IMOLIHOHAIBHBIH KoMbOpT;

— yBaXKaTh TOYKY 3peHHd [loTpebuTens ()MHAHCOBBIX YCJIYT BHE 3aBMCHMOCTH OT TOrO,
pas/ensieT OH ee HJIH HeT;

— He HaBs3bIBaTh [loTpeOuTemo (GUuHAHCOBBIX YCIYI CBOKO TOYKY 3PEHHS,

— He HTHOPHPOBAThH ero Ipoch0bl, BONPOCEH! H BbICKA3bIBAHHS,

— HCIIOJIB30BaTh CI0XKHBIE IPodecCHOHANbHBIE TEPMHHEI B MEPY U TOJIBKO B T€X CIydasx,
Korza coTpyAHHK Banka yBepeH B ToM, 4To [loTpebuTrens GUHAHCOBEIX YCIIYT MIOHHMAET €ro;

— Pa3bICHATE B CIIyyae HeOOXOJUMOCTH CJIOXKHBIE BOIIPOCE! M TEPMHUHOJIOTHIO;

— [epenpoBepsATh IpaBWIbHOCTE NoHMMaHHsA [loTpebutenem QuHAHCOBBIX YCIyT
CKa3aHHOTO B cjly4yae, €CJIH y COTpyAHMKa baHka HeT MOJHOH yBEPEHHOCTH B TOM, HTO
[ToTpeGuTtens (UHAHCOBBIX YCIYr €ro MNpaBHAbHO mOHsAN, npeuiarats [lorpeburesnro
(MHAHCOBBIX YCIYT CBA3aThCS C HUM IO3/Hee ¢ yKa3aHHeM JaThkl ¥ BpeMeHH JHOO0 Ipe/UIokKUTh
aJIbTEpPHATHBHBIA croco6 moaydeHHs MHpOpMALMH, eciH JUI  paspelieHus MNpobieMbl
[ToTpeGuTens (GUHAHCOBLIX YCIyT TpedyeTcs JONOIHUTENLHOE BPEMS;

— npuriamare Ais npogoivkenus decensl ¢ I[ToTpeGuTeneM QHHAHCOBBIX YCIYT APYroro
KOMIIETEHTHOTO crenuamicta banka B ciydvae, eciu 3aiasaemsie [lorpeburenem GuHAHCOBBIX
YCIYr BONPOCHl BBIXOAT 3@ MOpeAeNbl KOMIETEHIHH COTPYAHHKA, OCYIIECTBIISIOILErO
HEIocpeaAcTBeHHOE B3aumozeiicTre ¢ [TorpebuTeneM GHHAHCOBBIX YCIIYT.

5.3. Tlpu BO3HHKHOBEHHH KOH()IMKTHOH CHTyallMH COTPYJHHK BaHKa J0IDKEH MposBIsTh
IMOLHOHAIIBHO-TICHXOJIOIHYECKYIO yCTOI"'T'-H*IBOCTI:, NpHHHMATE BCE BO3MOJKHBIE MEpPBI K €€
pa3peleHHIo.

5.4. Bauk npoBojuT OoOydeHHe cOTpyIHHKOB baHka M NpeanpHHHMAacT HHBIC MEpH,
CIocoOCTBYIONIHE 00ECIEYEHNIO BBICOKOTO YPOBHS NMPO(ECCHOHAIN3MA COTPYAHUKOB.

Llensto oOyueHHsI COTPYAHMKOB baHka sBiIfeTcs MNOJydeHHE 3HAHHH, HEOOXOJMMBIX
COTPYIHHKAM JUIS BBINOJHEHHS HX JO/DKHOCTHBIX OOA3aHHOCTEH, OMPENENCHHBIX TPYIOBBIM
JIOrOBOPOM M BHYTPEHHHMH JOKyMeHTaMH banka.

5.5. ObyuyeHHe COTPYIHHUKOB baHKa NpPOBOAMTCA B MOPAAKE H C IE€PHOJAHYHOCTEIO,

omnpe/ielleHHOH BHYTPEHHUMHU NOKyMeHTaMu banka.



6. Pacemorpenne obpamennii (as06) [orpednTesneli pHHAHCOBBIX yCayr

6.1. O6mue TPHHIMILI ¥ TOPSIOK paccMoTpeHus obpanienuii (kamo6) [lorpeburenei
(bHHAHCOBBIX YCIYT.

6.1.1. bauk obecrieunBaeT 0OBEKTUBHOE, BCECTOPOHHEE H CBOCBPEMEHHOE PaCcCMOTPEHHE
obparennit (;kano6), mocTynuBumx ot [lorpeGuTenell (HUHAHCOBBIX yCIyr, H JaeT OTBET IO
CYIIECTBY MOCTaBJIEHHBIX B o0palieHny (Kanobe) BOpOCoB.

6.1.2. Bauk orkasbiBaeT B paccMoTpeHHH obpauwenus (xanober) [lorpeburens
(hMHAHCOBBIX YCIIYT 0 CYIIECTBY B CICAYIOLIMX CIIydasX:

— B obpamennn (xanobe) He ykasausl uaenTHuupyonme ITorpeGurens GuHAHCOBBIX
YCIYT CBEICHHUS;

— B oOpamenun (kano0e) IONAaHHOW B NHCHMEHHOH (opMe OTCYTCTBYET MOMITHCE
[Torpeburens (GUHAHCOBBIX YCIYT WIIH €ro YNOIHOMOYEHHOTO NpPeACTaBATE s (B OTHOMICHUH
HOPH/IMYECKUX JTHI);

— B oOpanieHnn (kan00e) cogepKaTcs HeleH3ypHbIe MO0 OCKOPOHTENBHBIE BBIPAKEHHS,
yrpo3sl UMYIIECTBY BaHka, HMyLIeCTBY, XKH3HH U (MIIH) 37I0POBBIO COTPYIHUKOB baHka, a TaKke
YJICHOR UX ceMeil;

— TEKCT MHCbMEHHOro obpatenus (kano0pl) He MOMAaeTCA MPOUTCHHIO;

— B ofpamenun (kano6e) coaepxutes Bonpoc, Ha kotopsiii [Torpebutemo QpuHAHCOBBIX
YCIyT paHee IpeIoCTaB/sICs OTBET MO CYLIECTBY, H IIPH 3TOM BO BHOBR IOIy4EHHOM
obpamenun (kanobe) He MPHBOAATCS HOBBIE JOBOJIBI MM oOcToATeNbCTBA, MO0 ObpalleHne
(;ka06a) COAEPKUT BOTPOC, PACCMOTPEHHE KOTOPOro HE BXOIHT B KOMIIETEHIHIO baHKa, 0 YeM
yBegomisiercs [loTpebuTens GHHAHCOBEIX YCIIYT.

6.2. Bank npuHuMaeT oOpameHus (KanoObl) B MECTaX OKa3aHHs (PUHAHCOBBIX YCNYT, a
TaKyKe IOYTOBBIM OTIIPaBIEHHEM 10 aapecy baHka 1160 MO 37EKTPOHHOM IOUTE, YKa3aHHOH Ha

opuuuansHoM caiite barka: http:/bankelita.ru.

B OTHONmIEHMH KaKAOro mocTymuBiero oOpameHus (kanoObl) BaHK JOKyMEHTalbHO
buKcHpyer:

— JIaTy PErHCTpalMy U BXOAAIIHH HoMep obparenus (xanodbr),

— TeMaTHKy oOpamenus (xamo0sr);

— JIaTy PerHCTpalliy B HCXOIAIIHI HoMep OTBeTa Ha obpailenue (xanoly).

6.3. Cpoku paceMoTtpenus obpamenuii (kano6) [Torpeburesnell GHHAHCOBBIX YCIIYT:

— Bank 06s3aH NPUHATE PelIeHNE 110 TIOIYUYeHHOH UM xKaobe (00pallleHHIO) 1 HAallPaBHTh

oreeT B Teuenue 30 (TpUALATH) KaJCHIApPHBIX [HEH CO JHA e€ MOTy4EeHUs;
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— oTtBer Ha obpamenue (xamody), He TpeOYIOUIYIO IOMOTHHTEIBHOrO HW3Y4YEeHHS H
nposepku, Hampasisercs B TeueHue 10 ([ecaTH) KaleHHApHBIX JHEH C HaTbl €€ IOJIYYCHHUS
bankom.

6.4. Ecim o6pamenue (xanoba) ymosnersopena, To [TorpeGutemo (HHAHCOBBIX yCiIyr
HaNpap/IAeTCs OTBET, B KOTOPOM IIPHBOIMTCS Pa3bACHEHHE, KAKAE ACHCTBHS NPEANPHHHMAIOTCA
BankoM 1o skamobe (oOpalieHHI0) H Kakhe AeHCTBHSA NOJLKEH MpeanpuHsts [lorpedurens
(UHAHCOBBIX YCIYT (€M OHH HeOOXOIUMBI).

6.5. Eciin o6pamenue (;kanoba) He yaosieTBopeHo, To Ilotpeburemo ¢puHaHCOBBIX yCIyT
HalpaBIseTcss MOTHBHPOBAHHBIH OTBET C yKa3aHHEM IPHYHH OTKas3a.

6.6. OtBeT Ha oOpamenne (kanoby) Hanpaensercs [lomydaremo PUHAHCOBBIX YCIYT TEeM
ke Ccroco6oM, KOTOpHIM OBUIO HampaBieHo obpaieHne (kanoba), MIH HHBIM CIOCOOOM,

yKa3aHHBIM B JloroBope.

7. Ounenka kadecTna B3aumoseiicTeus ¢ [lorpeburensiMu GUHAHCOBBLIX yCayr

7.1. BakHbIM MHCTPYMEHTOM KOHTpoJii B3aumosjedcTBHa banka c¢ [lorpeburenamu
(HHAHCOBBIX YCIYT sBJs€TCH IpoBeAcHHE baHKOM KOHTPONBHBIX MpPOLEAYp IO OLEHKE
KadecTsa B3auMojedcTBuA ¢ [loTpeOHTenaMu (MHAHCOBBIX YCIYyr M JI0CTaTOYHOCTH
peanusyeMbix BaHKOM Mep MO HEIOMYLIEHHIO HEeJ0OPOCOBECTHBIX MPAKTHK B OTHOLICHHH
[loTpebuTeneit pUHAHCOBBIX YCIIYT.

7.2. Tekymuii KOHTPOJb Ka4yecTBa NPEeJOCTaBICHHA (PUHAHCOBLIX YCIYT MPOBOAMTCH Ha
MOCTOSHHOH OCHOBE DPYKOBOJMTENISIMH BHYTPEHHHMX CTPYKTYPHBIX IIO[pasfeneHuit banka
B3auMo/IeHCTBYIOIUX ¢ [ToTpebuTensaMu GUHAHCOBBIX YCIIYT.

7.3. Ha ocHOBaHHM pe3yNbTATOB IPOBEASHHOIO AHAIN3d, TEKYIIEro KOHTPO/S KauecTBa
BzauMozieiicTBus ¢ [lorpeOuTensiMH (PUHAHCOBBIX YCIYr Ha4albHHK YIPaBICHHS pPa3BHTHA
Banka eskeKkBapTalbHO He nmo3aHee 15 umciaa BToporo Mecsia rnocie OTYeTHOH 1aThl BEIHOCHT Ha
paccmorpenne [lpaBnenus banka oTyer O HeNONYMEHHH HEIOOPOCOBECTHBIX IMPAKTHK B
orHouenuu [lorpebuteneil GUHAHCOBBIX YCIIYT.

7.4. Tlpasnenne banka paccMaTpuBaeT OTYETHI MO HEIONYIIEHHIO HEI0OPOCOBECTHBIX
npakTHK B oTHomeHuH [lorpebuTeneii (PMHAHCOBBIX YCIYr M B C/Iy4ae BBIABJIICHUS [IPUHHMAET
pellieHnHe O I[PUMEHEHMH Mep M0 OTHONIIEHHIO K JuuaM (M3 cocTaBa pyKOBOICTBa,
DYKOBOAMTENSAM  CTPYKTYPHBIX  TOJpa3[eleHHd,  COTpYAHHKaM),  OCYLIECTBIIAOLIHM
B3auMoelicTere ¢ [loTpeOuTensiMu GHHAHCOBBIX YCIIYT, AONYCTHBIINM HapyIICHHE.

[Ipy HEYKOCHUTEIHHOM COOJIIOEHHH COTPYIHHUKAMH HacTosmero IlonokeHus, B TOM YUC/Ie 110

pe3yJIbTaTaM IPOBOJAMMBIX KOHTPOJIBHBIX MNPOLENYpP, baHKOM HCHONIB3YIOTCA HHCTPYMEHTHI
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MaTepHAIbHOH M HEMATEpHalNbHOH MOTHBALWH  COTPYAHMKOB, yT0OBl OPHEHTHPOBATH
COTPY/IHUKOB Ha IOBBIIIEHUE Ka4eCTBa IIPOIaK (hMHAHCOBBLIX YCIIYT.

7.5. Ilpeacenarens I[IpaBnenus banka B cocTaBe oT4ETa 06 urtorax pabortel banka 3a rox,
BLIHOCHT Ha paccMoTpenue HaGmonarensnoro Cosera Banka wHpopManuio 0 pe3ynbTarax
mpoBeieHUs baHKOM KOHTPOJIBHBIX TpOLEAYyp, MO OLCHKE KayecTBa B3aUMOJEHCTBHS C

[TorpebuTensMu (UHAHCOBBIX YCIIYT.

8. OTBeTCTBeHHOCTh 33 KadecrBo B3ammoneiicrsusi ¢ [lorpedurensvu

(GHMHAHCOBBIX YCJIYT.

8.1. BaHk HeceT OTBETCTBEHHOCTh 3a KauecTBO B3amMojeicrsus ¢ Ilorpeburenimu

(DMHAHCOBBIX YCJIYT H JOCTATOYHOCTh peaiM3yeMbIX DaHKOM MEp IO HEJOMYHICHHIO
He[0GPOCOBECTHBIX MPAKTHK B OTHOWEHHH [ToTpebuTeneli GUHAHCOBBIX YCIYT.
C wenbio OBeCHeueHHs # ITHYHOrO M JOOPOCOBECTHOTO MOBEJICHHS COTPYIAHHKOB OOMMM
CoOpanneM yuacTHHKOB banka u HaOmonaTenbHbM CoseroM banka yTBepX/IeHBI BHYTPEHHHE
JoKyMeHTHI (B Tom uncie Kozeke KOpIiopaTHBHOTO ynpasieHus, Huapopmalmonnas nonuTHKa,
[lopsiIoK ~ TpefOTBpAlleHHs  KOH(IMKTa  HHTEPECOB),  PETYIHPYIOMHE  BOMPOCHI
7106POCOBECTHOTO MOBEJICHHS CBOMX COTPYJIHHKOB M Ha PEry/IApHOH OCHOBE OCYIIECTBIACTCA
KOHTPOJb 3a UX pealu3alHen.

JlelicTBYIOIIMMH BHYTPEHHHMH JOKyMEeHTaMM bBaHKa NpeaycMOTpEHO obecnedeHue
HCKIIIOYEHHs: BOBJieueHHMss baHka ®  yd4acTHs €ro COTPYAHMKOB B  OCYIICCTBICHHH
IPOTHBONPABHOMN U HEOOPOCOBECTHOM JEATEIBHOCTH.

[Ipanenne bBanka 10 pe3yjbTaraM pacCMOTPEHHs OTYeTa O HEIOMYIIeHHH
HEeZ0GPOCOBECTHBIX IPAKTHK B OTHOIEHHH IloTpeOurelneli (HHAHCOBBIX YCIYr MPOBOJWT
aHAIH3 MPAaKTHK IO MPEJOTBPAILEHHIO PHCKOB BO3MOXKHOIO HEJ0OPOCOBECTHOIO MOBE/ACHMUS
cotpyauukos bBaHka, B TOM 4YHCJie TIPEAyCMATPMBAMOIIMX  OTBETCTBEHHOCTh 32
HEZI00pOCOBECTHOE IOBEICHHE M IIPEIOTBPAIICHHE TAKOro MOBEICHUA YEpPe3 MEXaHH3MBI
CHCTEMbI OMJIATHI TPYJA, OCYLIECTBIISET KOHTDONIb 3a OpraHu3auuedl u (QyHKIHOHHPOBAHHEM
CHCTEMBI NPEUIOKEHHS W NpPOjAaKM (PHHAHCOBBIX MPOAYKTOB Ha IIPEJMET €€ COOTBETCTBHA
cTaHjapTaM YecTHOCTH, IIpO3pa4dHOCTH, A[aNTHBHOCTH /I8  PasiWYHBIX — KaTeropui
[ToTpebuteneli (HHAHCOBBIX YCIYr, M MaKCHMAaIbHOH 3allMTHl Ipas [Torpebureneii
(hHHAHCOBBIX YCIYT.

8.2. K Banky MoryT ObITh MPUMEHEHBI MEPhI OTBETCTBEHHOCTH, NMPEYyCMOTPEHHEIE CT.
13 3akoHa o 3amuTe NMpaB MoTpeGHTeNeil, 3a HapymeHnue npas ITorpeburenedl GUHAHCOBBIX

YCIyT. B stom ciy4vac bBauk HeceT OTBETCTBEHHOCTH, IMPEJYCMOTPEHHYIO 3aKOHOM /WK
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JIOTOBOPOM.

8.3. 3ammTa mpap [lorpebuteneil (WHAHCOBLIX YCIYT, OKa3blBaeMEIX baHkoM, IpH
B3aUMOJCHCTBHM € YIONHOMOYEHHbIM 1o mpaBam [loTpebuTeneil (HHAHCOBBIX YCIyr B
cooTBeTcTBHH ¢ MemepaibHbM 3aKOHOM «OO0 YIOJTHOMOYEHHOM IO MpaBam MOTpeOuTeseH
(DMHAHCOBBLIX YCIYT», OCYLIECTBISETCS C OCOOEHHOCTAMH, YCTaHOBJIECHHBIMH YKa3aHHbBIM

denepaqbHBIM 3aKOHOM.

9. 3akiYuTebHbIE MOJ0KECHHA

9.1. Hacrosamee ITonoxenune cornacossiBaeTcs [IpaBneHuem banka v yTBepiKaaeTcs
[pencenarenem I1paBnenus banka.

9.2. B cioydae BCTYIUIEHHs OTACHBbHBIX IIyHKTOB Hactosmero [lomoxenus B
IIPOTHBOPEYHE C HOBBIMH 3aKOHOZATEIbHBIMH @KTaMH, OHH YTPAuHBAKOT IOPHAHYECKYIO CHIIY U
0 MOMeHTa BHeceHHs H3MeHeHuH B [lonmoxenue baHk, pPyKOBOACTBYETCA HEHCTBYHOIIHM
3akoHOAarenbcTBOM PO,

9.3. Hacrosimee IlomoxkeHue AJOBOAMTCS [0 CBEJEHHA BCEX  COTPYAHHKOB,
ocylIeCTBISIONMX B3aumoeiicteie ¢ [TotpebuTensmMu pHHAHCOBBIX yCIIYT.

9.4. Hacrosuee [TonoxeHue BCTynaeT B CHITY € JAaThl IMOANHCAHUS.
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