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I'NTABA 1. OBIIME ITOJIOXKXEHUSA

1. IIponenypa paccMorpenust obpamenuii norpedureneii OAO “Aiibur bank” (manee —
[Ipouenypa) pa3paboTraHa B COOTBETCTBHH C 3aKOHOAATEIbCTBOM KoIprei3ckoit PecmyOmuku,
HOPMAaTUBHBIMH MPaBOBbIMH akTamu HammonansHoro banka Keipreisckoit Pecnyonvku (nanee —
Hanmonanehpiii bank) u npyrumMu BHYTpEHHUMH HOPMATHBHBIMHU JOKyMeHTaMu OAOQO «AlbLl
bank» (nanee — bank).

2. OCHOBHOH LIETIBIO0 PAaCCMOTPEHUS 0OpalleHUs: TPETEeH3H, ka0l WK 3aIpocoB (najee
- oOpailieHus1) MOTpeOUTENs SBISETCS YCTpAaHEHHE HApYIIEHUH U HX TMOCIEICTBUN, KOTOpHIE
SBWJIMCh OCHOBaHUEM i oOpaiieHus notpedutens B bank. YcrpaHeHue Takux HapylieHUH U
UX TIOCTIEICTBUI OCYIIECTBIICTCS MMyTeM MPUHATUS COOTBETCTBYIOIIUX PEIICHUN PYKOBOJICTBOM
banka, ocHOBaHHBIX Ha BCECTOPOHHEM U IMOJIHOM PacCMOTPEHHUU Mojpa3aeieHusiMi banka cyTu
oOpamieHuid, HUX OOOCHOBAaHHOCTH (COOTBETCTBHS (DAKTUYCCKUM OOCTOSTENBCTBAM) U
MPaBOMEPHOCTH (OTHOCMMOCTH CYTH JKajoObl/3ampoca € HOpPMaMH 3aKOHOAATEIhCTBA
Keipreizckoit  PecryOnuku, JeHCTBOBAaBIIETO B MOMEHT COBEpIIEHUS JEHCTBUM WU
HACTYIUICHUS COOBITUN, TOCIYKUBIIUX OCHOBAaHWEM [UIsl COOTBETCTBYIOLIEH MpeTeH3uu/
JKaj00bl I 3ampoca).

3. Hacrosimas Ilpomemypa ompenenser Mmopsiok cOopa W pacCMOTPEHHsI OOpaiieHuH,
yIOBIETBOpPEeHUsI TpeOoBaHMi morpeOuteneii baHka, a Takke OTBETCTBEHHOCTH CTPYKTYPHBIX
nonpasaeneHuii baHka, NpeaycMOTpeHHasi 3a HEBBIIOJHEHUE YCTAaHOBJIEHHBIX HACTOALIECH
[Ipouenypoii TpeGoBaHM UK 32 MX BBIIOJHEHHE HEHAJIEKAIIM 00pa3oM.

4. B paMkax TmpoBefieHHs pPabOT 1O paccCMOTPEHHIO OOpalleHui mnoTpeduTenei
OCYILIECTBIISIFOTCS CIIEAYIOLINE IEHCTBUA:

- cOop U aHanmu3 oOpalIeHui (MIPETEH3UM, Kaa00 MU 3alPOCOB);

- U3YUYCHUC KOMIICTCHTHBIX NCTOYHHUKOB I/IH(l)OpMaI_II/II/I U JOMOJHUTEIbHBIX CBEACHUM JJIS
MOJIHOLICHHOT'O UCITIOJIHCHUS 3alIpOCa UJIIK OTBETA HA HpeTeH3I/IIO/)KaJ'IO6y;

- IPUHATHE COOTBETCTBYIOLIUX MEP, YCTPAaHEHUE HAPYLIEHUH U UX MOCIEACTBUM;

- COCTaBliEeHHE OTBETa Ha oOpaleHue (MPeTeH3UI0, KaloOy WM 3alpoc) B MUCEMEHHOM
WM YCTHOH opMax.

5. Ilpu nmpenocraBieHuu (PUHAHCOBBIX YCIYT U pacCCMOTPEHHH oOpallleHui morpeduTenei
bank PYKOBOACTBYCTCH CIICAYIOIIMMU OCHOBHBIMH ITPUHIOWUIIAMH:

1) 3aKOHHOCTD, YECTHOCTD, ,Z[O6pOCOBCCTHOCTB, MMpO3pPavYHOCTh, Pa3yMHOCTb,
CIIpaBCAJIMBOCTD, COLlUAJIbHAA OTBETCTBCHHOCTD,

2) yBakeHHE U OOecIieueHHue MpaB M 3aKOHHBIX WHTEPECOB MOTPEOUTENCH, TapTHEPCKOE
OTHOUIICHUEC K HUM,

3) o00s3aTeNbHOCTh PAacCMOTPEHHs OOpallleHU M TNpeAOoCTaBICHHE pPe3yIbTaTOB HX
paccMOTpPEHHS;

4) cBOEBPEMEHHOCTb, 0ObEKTUBHOCTh U MOJHOTA PACCMOTPEHUS OOpalleHU;

5) paBeHCTBO MoTpedUTeNel Mpu pacCMOTPEHUH 0OpallleHuil;
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6) obecrieyeHNEe COXPAaHHOCTH M HEpa3IIallieHUE CBEACHUN, COCTABISIONUX OaHKOBCKYIO
TalHYy.

6. B peannzanuu moJjioxKeHU, TpeayCMOTPEHHBIX HacTosimen [Iporeaypoii, mpuHUMaOT
y4acTHe CJeyIoIIUe CTPYKTYpHbIE OIpa3AeeHusI:

- Otnen o ynpasiieHHIO kKauecTBoM cepBuca (nanee - OVYKC);

- Konrakr Llentp;

- Ynpasnenue kpeauroBanus (nanee — YK);

- YpaBiieHre KOMIUIaeHC-KOHTPOJIS;

- YrpaBieHrue pucKk-MeHePKMEHTA,

- YrpasieHnue oocnyxuBaHus KinenTos (naiee — Y OK);

- Yrpasnenue no padote ¢ nepconanom (nanee — Y PII);

- YnpasieHnue kaprouHoro 6usHeca (nanee YKbB);

- YrpaBieHrne aIMUHICTPUPOBAHUS KPETUTOB;

- YpaBiieHue 3aJ0roBoro 00ecrnevyeHus;

- Otnen npojax YTpaBlieHUs POAAK;

- YpaBneHue 6€30MacHOCTH;

- OOuui oTae;

- @unuanel, coeperareabHble/BIE3THBIE KACCHI, MyHKTHI 00CTY)KMBaHMsI KIHMEHTOB baHka;

- IpY HEOOXOAMMOCTH JIpyrHe CTPYKTypHBIE Mosipa3enenus banka.

7. llpouenypa yrBepxpaaercs nocraHosiieHueM I[lpaBnenust banka. B nensx nosblieHUs
3 PeKTUBHOCTH JesTenbHOCTH banka, nmpu HeobxonumocTtH, B IIpolueaypy MOryT BHOCHUTBCS
COOTBETCTBYIOILIME M3MEHEHUs U JONOJIHEHUS. Bce M3MEHEHUs M JOINOJIHEHUS B HACTOSIILYIO
ITpouenypy yrBepxaatorcs [Ipasnenuem banka.

I'JTABA II. OCHOBHBIE UCITIOJIb3YEMBIE TEPMHWHbI

Jns ueneit Hacrosimen 1Iponenypbl HCHOIB3YIOTCS CIEAYIOIME TEPMUHBI U ONIPEIECIICHMUS:

8. ®PUHAHCOBBIC YCJYIH — ONEpPAllMM U YCIIYTH, OCYLIECTBIIIEMBIE U IIPEIOCTABIISIEMBIE
BankoM B cOOTBETCTBUU C 3aKOHOATENLCTBOM KbIpreizckoit Pecnyonuku;

9. IlorpeduTenp — mwobdoe Gu3MYecKkoe U IOpUAUYECKOE JIMIO (B TOM YHCIE
WH/IMBUYAJIbHBINA TIPEATTPHHUMATEIH ), TIOJIH30BABIICECs, MOJIB3YIOIIEECs WM HaMepeBaroIeecs
BOCIIOJIb30BaThCs (PMHAHCOBBIMH yCITyTaMHU;

10. OOpamenue - ycTHas WIM MUMCbMEHHas *anola U 3asBieHue (CIOp) moTpeduTens B
Banke, conepkaiiee cooOLIeHUs O HAPYIIEHUH W/WIA BOCCTAHOBJIEHUH €r0 MPaB, O HapyLIICHUN
TpeOOBaHUI HOPMATHBHBIX IPABOBBIX AKTOB, a TAKXKE COOOIIEHHUS IO MOBOJY (PMHAHCOBBIX
YCIIYT, B TOM 4YHclie 00 N3MEHEHHH YCIOBUH JI0TOBOPA.

11. Ilperen3usi - muchbMeHHOE TpeOoBaHWe mMOTpeOuTens k banky o0 yrutare monra,
BO3MEIIEHUH YOBITKOB, yIuiate mrpada, yCTpaHSHHH HEJOCTATKOB 110 BHIMIOJIHEHHOW OTepaIlyH,
UCTIOJTHEHHOMY TTOPYYCHHIO WIIM OKa3aHHOM (pMHAHCOBOI yciyre.
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12. 7Kamoba - NMCbMEHHOE WIH YCTHOE 3asBJIECHHE, ajpecoBaHHOe baHKy o neicTBUSAX
COTPYIHUKOB, HAPYIIAIOIINX UHTEPECHI 3asIBUTENS, C TPEOOBAaHUEM YCTPAHUTH 3TU HApYIICHUS U
(WJ1M) UX HETaTUBHBIC MMOCIIECACTBUSL.

13. 3anpoc - moboe MHOE MHChbMEHHOE oOpareHue norpedurens B baHk, koTopoe He
noanagaetr nox npusHaku [Iperensun wam XKanoObl, U 1EbI0 KOTOPOTO SBISETCS MOTyYeHHE
KIIMEHTOM KaKOW-1100 MHTepecyrolei ero nHpopMarum.

14. Kaura :kano0 W npeasio:keHHil — crenuanbHas KHUTA i (UKCAIMH JKanod u
IpeAIoKEeHUH NOoTpeOUTeNeH 11 UX MOCIEIYIOMIEro pacCCMOTPEHHS B YCTAHOBIIEHHOM ITOPSI/IKE.

15. Tesaedon noBepusi — crienuaabHbIi TeaedOH, KyJa MOXET IMO3BOHUTH (0OpAaTUTHCA)
ar00oe (puzmueckoe JUIO (B TOM YHCIIC WHAWBUIAYAIBHBIA MPEANPHHUMATEINL) C 3asBICHUCM,
IPEIOKEHUEM, HKaJI00aMHU U 3alpocaMHu.

16. OTBeTCTBeHHBI COTPYAHHMK — cOTpyaHUKH OThena Mo YIpaBJIEHHUIO KaueCTBOM
CepBHCAa OTBETCTBEHHbI 3a IPEAOCTABISIEMYI0 OTYETHOCTb, PACCMOTpEHHE oOOpaleHui
norpedureneil 1 KOHTakThl ¢ HUMU. KoHTakT LleHTp HeceT OTBETCTBEHHOCTh 3a MPUEM YCTHBIX
oOpamenuii 1o TenedoHy, TAaKKe IMHCBMEHHBIE oOpameHuss mo on-line daram banka u
CBOEBPEMEHHOE IIpeiocTaBiieHue odpaiieHuid B OTAeN 10 ynpaBiIeHUIO KaueCTBOM CepBHCa JUIS
paccMoTpenust u npuHsATus pemenuit. Oduc-menemxkep 'O HeceT OTBETCTBEHHOCTh 33 MPHEM
NUCbMEHHBIX kayod wuepe3 Kuury xanod wu mnpemioxenuit 'O u  cBoeBpeMEeHHOE
IpeOCTaBlIEHNE OOpalleHHii B COOTBETCTBYIOIINE CTPYKTYpHBIE moapasneneHus u Otaen mo
YIPaBJICHUIO KAayeCTBOM CEpBUCA JJIsl PACCMOTPEHUs W NpUHATHS pewieHuil. CoTpyaHUKU
¢unnana/coeperarenbHON/BBIC3THOM  Kacchl/  IyHKTa OOCIyKuMBaHUs KJIMEHTOB banka
OTBETCTBEHHBI 3a IIPUEM, PETUCTPAlMI0 U CBOEBPEMEHHOE IMpEJOoCTaBlIeHHE OOpaleHui
JupekTopoB ¢unnanoB U OTAena Mo YynpaBJIEHHIO KAaueCTBOM CEpBHCA JUISl PACCMOTPEHUS U
npuHATHS pemieHui. OTBETCTBEHHbIE COTPYIHUKH (hunana/coeperaTenbHON/BbIe3IHON Kacchl/
IIyHKTa OOCTYXUBaHUS KIMEHTOB baHka Ha3HauyaloTCsd NPUKA30M JTUPEKTOPOB (PHUIIMATIOB.
[Tpuka3z 00 ycTaHOBJIEHUU JOMOJHUTEIBHOM OIIaThl OTBETCTBEHHBIM COTPYAHHKAM H3J1a€TCs
IIpencenarenem IIpaBnenus banka.

I'JIABA III. OBIIIME YCJIOBUSI PACCMOTPEHMSA
OBPAIIEHUM

Pa3zpnen 3.1. Ilpuem oOpamenni

17. OGOpamieHusi, NOJaHHbIE B YCTAHOBJICHHOM IOPSAIKE, MOMJIEXKAT 005S3aTeIbHOMY
paccmotpenuto. OTka3 B IpHeMe OOpallleHHi He JOIyCKaeTcs, 32 HCKIIYEHHUEM CIy4aes,
IIPElyCMOTPEHHBIX B IyHKTE 27 HACTOSALIEH IJ1aBbl.

18. baHK mpUHUMAET K PaCCMOTPEHUIO OOpaIICHHS Ha KBIPTHI3CKOM U PYCCKOM SI3bIKax B
CIEeAYIOIIUX BUIAX:

- ycTHO (110 TenedoHy U MPH JTUYHOM IIPUEME);

- NUCbMEHHO (MMChMa: MOCTYMUBLINE HApPOYHO, MOYTOBOM CBS3bIO, Uepe3 (akc; KHUTA
K00 M TPEITIOKCHU ),
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- DIIEKTPOHHO (Yepe3 SJEKTPOHHYIO IMOYTY, OH-JAH 4YaThl, pa3gensl caiita «OOpaTHas
cBs3by, «Ciyx0a kauecTBay, pazaen «llomomurs u momaepxka» [punoxenus «Ab24y).

19. B mepuon oOCTyXMBaHUS KpEeAWTa IO YCTHOMY WM THCHbMEHHOMY 3aIlpocCy
noTpeOuTeNsl B TEUCHHUE TpeX pabodyux JHEHW co IHS mojydeHus 3ampoca, bank 6e3B0o3Me3mIHO,
HO HE Yallle OJHOTO pa3a B MECSII, MPEIOCTABISET €My YCTHYIO WJIM TUCbMEHHYIO HH(POPMAITHIO
0 COCTOSIHMH JICHCTBYIOIIETO KpeauTa B cooTBeTcTBUU C [lonoxkenuem o kpenuroBanun B OAO
«A¥b1 banky.

20. Ilpu yctHOM oOpamieHuu 1o TenedoHy, Mocie MPeIBAPUTEIBHOTO YBEIOMIICHHUS
noTpeOuTeNsi, B 0053aTEIBHOM MOPSIKE MPOBOAUTCS ayAHO3aIKCh Oecepl sl UCTIOIb30BAHUS
IIPY PACCMOTPEHUH OOpaIeHusl.

21. Ilpu auyHOM MpHeMe MOTPeOUTENb MPENbSBIAET JAOKYMEHT, YIOCTOBEPSIOLUIMNA €ro
JUYHOCTb.

22. TIpencenmarens IlpaBnenusi/3amectutenu [lpencematenst [lpaBneHus, aupexTopa
¢unuanoB o00s3aHbI MPOBOJAUTH JIMUHBIM TpueM MoTpeduTerse B COOTBETCTBUU C
YTBEP)KICHHBIM TpaQuKOM, pa3MEIIeHHBIM Ha OQHUIMAIBHOM caiiTe W Ha MH(POPMALMOHHBIX
creHpax banka. Ilpy nuyHOM mnpweMe BeAETCS MPOTOKON BCTPEUYH, MOAMUCHIBAEMbIN
noTpeduTenemM, 00 mocie 00I3aTeIHLHOTO YBEIOMIICHUS MTOTPEOUTEIIS OCYILIECTBIISECTCS ayIuo-
WM BUJI€03aIIUCh BCTPEUH.

23. TluceMeHHble OOpamieHusi oGOpMIISIOTCS MOTpedUTeNeM B NPOM3BOJIBHON (hopme, ¢
yKa3aHMEM CyYTH KajJoObl WM 3amlpoca, MOANUCHIBAIOTCA HOTPEOUTENEM MM €ro
YIIOJIHOMOYEHHBIM MpEICTaBUTEIEM U MPEAOCTABIAIOTCS B JIH000€ nojapaszaenenue banka.

24. OOparieHus: MOTpeOUTENEH HE3aBUCUMO OT (POPMBI JOJIKHBI COJAEPIKATH CICTYIONIYIO
UH(pOpPMaLHIO:

- (amunus, UMs, OTYECTBO MOTPEOUTENSI, aapec, KOHTAKTHBIE JaHHBbIC W U3JI0KEHA CYTh
oOpailieHusi, MPOCTABISETCS JHYHAs TMOAMUCH MNOTpeduTens (KpoMme TMOCTYNUBIIMX Ha
ANEeKTpOHHYIO NouTy baHka) u gara oOpaieHus;

- K Jkamo0e MOTYT OLITH MNPUIIOKCHBI KOIIMKU JOKYMCHTOB, ITOATBCPKIAIONINC
MMPEABABIACMBIC IPCTCH3UU.

25. IlorpeOutens MOXKET MmojaaTh obOpaiieHre B baHk MOCpPeICTBOM JMYHOIO BH3UTA; IO
[OoYTe — BbICTIAB OOpalleHHWE Ha MOYTOBBINA aJpec, IEKTPOHHYIO MOYTy OH-JaiH 4ar baHka;
odunumansHoro caiita banka B pazaene «O0OpatHas cBsa3b» U «Ciryx6a kauectBay, «lIpunoxenus
«AB24» B pazuene «llomoms M HOJAEpKKa» MyTEeM 3alUCH >KanoObl/mpeanoxenus B Kuure
xKano0 M TIpeaIoKeHH; Mo3BOHUB Ha TenedoH noBepus banka, HOMep KOTOpOro ykasaH Ha
CTEHJIE U pa3MelleH Ha caiite baHka, a Takke ¢ TOMOIIBIO (aKca.

26. MakcuMalIbHBIN CPOK PacCMOTPEHUs oOpaIleHuil moTpedureneld coctapisieT He Oolee
7 (cemb) pabouux gHEH CO AHS €€ PETHCTPAllUU C MPEIOCTaBICHHUEM OTBETAa B MHUCHbMEHHOM
Buze. llpm HEOOXOMUMOCTH KYypUPYIOIIMH YJICH TMPABICHHUS MOXET NpPOJIUTh CPOK
paccMoTpeHust oOpamieHus. JJOKyMEeHTHI 10 pe3ysibTaTaM PacCMOTPEHHBIX Kallo0 W 3asBICHUN
(CTIOpOB) KIIMEHTOB JTOJDKHBI XPaHUTHCS B YCTAHOBJICHHOM TMOPSIIKE HE MEHEE TPeX JIeT.

27. bank He paccMmaTpuBaeT oOpaiieHusi Ha OOOCHOBAHHOCTH JeHCTBYyrOmMX B banke
TapuOB HA YCIYTH M TPOLEHTHBIX CTABOK CPOYHBIX JCTIO3WTOB, HA YCTAHOBICHHBIA st
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KJIMEHTA KPEIAUTHBIN JIUMUT, €r0 OTMEHY MM U3MEHEHUE, HA YCIIOBUS BBIICICHUS KPEIUTHOTO
JMMWTA, aHOHMMHBIE OOpAaIICHUs, B KOTOPBIX HE YKa3aHbl JHYHBIE M KOHTAKTHBIC JaHHEIE,
MOYTOBBIA aJpec WM HE WIACHTU(UIIUPOBAH 3asBUTENb, a TaKXKe OOpamieHHs, B KOTOPOM
coJiepKarcsi HEUEH3ypHbIE JTHOO0 OCKOPOUTENbHBIC BBIPAKEHHS, YTPO3bI KH3HH, 3OPOBBIO U
HMMYILECTBY COTPYIHUKA baHKa U 4JI€HOB €r0 CEMBHU.

28. Jlns onepaTUBHOTO ypPEryJupOBaHUS BO3HHUKIIMX PA3HOTJIACUN U CHOPHBIX CHUTYaIUil
oOpailieHusi, MO HCIOJIHEHHBIM omepanusM B banke, mpuHumaioTrcs B TedeHue 10-tu
KaJICHJAapHBIX JHEU C 1aThl UCIIOJIHEHUS OTepaIiu.

29. B ciyyae nonaun norpedburenem banky oOpamenus mo3xe 10-ro kareHIapHOTO JHS C
JaTbl WCIOJHEHUS OIEpaluy, pa3pelieHHe BOIMPOCOB IO TAaKUM OOpALICHUSAM MOXKET
noTpe0oBaTh JOMOJHUTEIBHOTO M3YyYCHHS W MPOBEPKH, YTO TOBJIHMSIET Ha CPOKH YCTpPAaHEHUS
pa3HOIIaCui U BHECEHUs UCIIPABIICHUMN.

30. Bce nmnucbMeHHble ~oOpamieHusi noTpebuteneit Ha uma  lpencenmarens
[TpaBnenus/3amecturens llpenacenarens banka 6e3 MCKIIOYEHHS B TEUEHHE OJHOTO paboyero
TTHSL TOJDKHBI peructpupoBatbes B OOmiem otaene banka B DIEKTPOHHOM JOKYMEHTOOOOpOTE
banka, a Ha uMs nupekTopa ¢unHana perucTpupyeT cekpeTapb-aeI0nporu3BOIUTENDb huIHaa.

31. Ilocne monyuenuss oOpamenuss c¢ pesomouueit Ilpencenarenss [lpaBnenus
/3amectureneii [Ipencenarens Ilpasnenus, OOmuii oTaen B 00sM3aTEIFHOM HOPSIKE pacChlIaeT
Konuo oopamienus B OTnen Mo yInpaBJIeHHUIO Ka4eCTBOM CepBHca Ui peructpamuu B JKypHaie
ydera oOpamenuii motpedureneir, T.e. B IO vTiger/CRM. OTBETCTBEHHBIE CTPYKTYPHBIC
MOJpa3/IeNIeHus] B 00s3aTEIBHOM TIOPSIIKE MEepPearoT KOMHIO OTBETHOTO muchMa B KoHTakT
Lentp st koHTpodss u ydera oOpamieHus. OTBETCTBEHHBIE COTPYIHUKH (unnana/
cOeperaTeIbHOM/BBIC3THOM Kacchl/ MyHKTa OOCTYXHUBaHUs KJIHMEHTOB baHka B 00s3aTelIbHOM
MOPSI/IKE COTIIACOBBIBAIOT OTBETHBIE MHCHbMa ¢ OTAECNIOM MO YIPaBICHHIO KaueCTBOM CEpBHCA,
3aTeM 3a MOAINKUCHIO IUPEKTOpa (hriIHaIa OTIPABIISIOT THCHMO 3asiBUTEIIIO.

32. Yuer Bcex mocrtymnaromux obpamenuii norpedureneit Begercs B I10 vTiger/CRM B
anektpoHHoM Bujae. [amee ¢ IO vTiger/CRM dopmupyercs >IeKTpOHHBIN KypHall ydyeTa
oOpareHuit noTpeduTeseH.

33. B xypHazne yudera oOpaiieHuil moTpeduTeneil ykaspiBaercs GhaMuiius, UMs, 0TYECTBO
noTpeduTeNs, €ro IMOYTOBBIM ajapec (agpec MNPOKHWBAHMUS) W KOHTAaKTHBIE JaHHbBIE, Jara
MOJTyYeHUsI, KpaTKoe OMUCaHUe CYTH oOpaileHusi, THpopMalus O IPUHITOM PELIEHUH U MHbIE
CBEJICHMSI B COOTBETCTBHMHM C Mpoueaypoi paccmorpenus oopamenuit. (Ilpunoxenue 1) XKypnan
XpaHUTCS HE MeHee 5 JeT (JaHHBIA MYHKT MepeMelleH c 1.32).

Paszgen 3.2. YciaoBusi paccMoTpeHusi 00pameHui

B 1mensx CBOEBPEMEHHOTO U TOJHOTO PAacCMOTpeHHs OOpalieHuil mnoTpeduTeneit
MPOBOJIUTCA PSJL MEPOIIPUSATUMA:

34. bank, nmoixy4uB oOpaieHre, NpeANPUHIMAET BCE MEPHI IO CKOPEHIIIEMY BBISBICHUIO U
YCTpaHEHHUIO (B CITydyae HaJW4Hsl) BCEX HEJIOCTATKOB M OMMOOK, MOMYIIEHHBIX TTPH UCIIOTHEHUHN
MOPYYCHHM, CBSI3aHHBIX C MPABUILHOCTHIO, KAY€CTBOM W/WJIM CPOKaMH OOCITY>KUBaHUS, a TAaK¥Ke
B3aUMOpacUeTaMH C TOTPEOUTEISIMHU.
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35. bank mpenocraBiseT HOTPEOUTENIO OTBET HA ero oOpalieHre B TUICbMEHHOM BUJIE, IIPU
MIOMOIIIM TOTO YK€ CPECTBA CBA3H (AJICKTPOHHAS T0YTa, 3aKa3HBIM MMCHMOM, C UCIIOJIb30BAHUEM
TEXHUYECKUX CPEJICTB CBS3U), KOTOPHIM OOpamieHue ObLIO0 MOJIY4EHO, WU IyTeM BpYYCHHUS
JIMYHO B PYKH IPH SIBKE MOTpeOuTelis B baHk, ecnu moTpeOUTeNh HEe yKa3aal HHOTO JKEIaeMOro
croco0a MmoryueHust OTBETA.

35-1. OTtBerbl Ha oOpaiieHUs MOTpeOUTENel MAar0TCsA Ha SA3bIKe oOpareHus. B ciydae
HEBO3MOXKHOCTH JaTh OTBET Ha S3bIKEe OOpalleHHs, HCIOJIb3YyeTCS TOCYAapCTBEHHBIA WU
odunmansHbIi A3k Keipreickoit Pecryomukmy.

36. OOparenne MOTPEOUTENST MOXKET OBITh YOBIETBOPEHO TOJHOCTHIO WIIM YaCTHYHO.
Pemenune mo npereH3usM, xanodam, WIK 3alpoCy JOIDKHO COMAEPkKAaTh MOTUBUPOBAHHBIN OTBET
Ha Ka)KJbli U3JI0’KEHHBIN 3asBUTEJIEM JOBOJ, CO CCHUIKOM IMPU HEOOXOJUMOCTH Ha KOHKPETHbIE
HOpMaTHBHbIE TpaBoBble akThl Kbipreisckoit PecnyOnuku, VYcraB banka, BHyTpeHHUE
JIOKyMeHThI baHka.

37. IloBTOopHBIE OOpaleHus MOTPeOUTENEH, B KOTOPBIX HE MPUBOAATCS HOBBIC JOBObI WIIH
00CTOSITENBCTBA, MOTYT OBITH OCTABIIEHBI 0€3 PACCMOTPEHHUSI MPU YCIOBHH, YTO MO TPEIBITYLTIM
oOpallleHusIM JaHbl NCUEPIIBIBAOIIUE OTBETHI U MIPUHSITHI BCE HEOOXOANMBIE MEPHI.

37-1. JlokymMeHThl TIO pe3yjbTaTaM pPAacCMOTPEHHBIX KaJlo0 W 3asBICHUN (CIIOPOB)
KJIMEHTOB JIOJDKHBI XPAHUTHCSI B YCTAHOBJICHHOM IOPSIKE HE MEHEE TpeX JIeT.

TJIABA 1IV. IPOLIEIYPA PACCMOTPEHMS OBPAIIIEHUM 1
MHNPEJOCTABJIEHUE OTBETA INIOTPEBUTEJIIO

38. JlHeM moNy4eHuss MUCBbMEHHBIX OOpallleHui cuuTaercs [JeHb MOJy4eHUs
(peructpanun) oOpameHuit B baHK, KOTOpble mpoxoJaT peructpauuto B OOmem
otaene/¢punnanax IMOCPEACTBOM NPOTPAMMHOTO OOecleyeHusi, B IYHKTaX OOCIyXHBaHUS
KJIMEHTOB — KypHAJIbHBIM CIIOCOOOM, COTJIACHO MPHJIOKEHHIO 1.

39. Tlocne peructpanuui NTHUCBMEHHBIX oOpamenuit, OOmmMi  OTAEN/CeKpeTaphb-
JIeJIONPOU3BOUTENb (pUiIMajia B 3aBUCHMOCTH OT CyTH oOpatieHus nepenaet ux [Ipencenaremnto
[IpaBnenus, nubo kypupywomemy uieHy IlpaBnenus banka/mupekropy ¢unmnana u
OCYILIECTBJISIET KOHTPOJIb HaJl CBOEBPEMEHHO MOATOTOBKOM OTBETA MOTPEOUTEIIO.

40. Ilpencenarens IlpaBnenus, mubo kypupytomuii wieH IlpaBiaenus/qupexrop ¢unnana
UCXONd M3 cojepKaHHs oOOpalieHus, JaeT NOpPYYEHHE OTBETCTBEHHBIM CTPYKTYPHBIM
HOJpa3/IeIEHUsIM JUIs TIOATOTOBKU OTBETOB 10 BBISICHEHUIO MPUYMHBI BOSHUKHOBEHUS TOTO HIIU
MHOTO oOpallleHus] U MpPEeJCTaBICHUs HaJUIeKAIero OTBETa, YIOBJIETBOPSIOIIErO TpeOoBaHUE
noTpeOuTens.

41. OkxoHYaTeNIbHBIII  OTBET, MOJTOTOBJIEHHBI  OTBETCTBEHHBIM  CTPYKTYPHBIM
nojipa3zieliecHueM reuyaTaercs Ha ¢upMeHHOM Onanke baHka, BU3MpyeTcs HadyadbHUKOM 3TOTO
nojapasaeneHus, (mpu HE0OXOIUMOCTH COTJIacOBhIBaeTCs ¢ OTAenoM MpaBOBOTO OOECTeYeHUs
IOpunnueckoro VYmpapneHus) Ha UMs IPEICTaBUBLIETO XKajloOy, MPETEH3HUIO MOTPeOUTeNs,
KOTOPBIN MOANUCHIBACTCS] KYPUPYIOIIUM PYKOBOIUTEIEM.

42. Tlpu ycTHOM OOpamIeHUH TOTPEOUTENs HEMOCPEACTBEHHO K PYKOBOAMTEIIO
noapasnenenus banka, mocneaHuid, M0 BO3MOKHOCTH HE3aMEIIUTEIBHO YCTpPaHSET MpodiieMy
WIA HeopaOOTKH, BBI3BABIIME KaJ00y MM MPETEH3UIO CO CTOPOHBI MOTPEOUTENS M JOJIKEH
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yOeIuThCs, 4TO OTPEOUTENh YIOBIECTBOPEH PEIIEHUEM €ro Borpoca. B ciyuae ecnu Bompoc He
pemaeTcss Ha YpOBHE pYKOBOAMTENS MojapaszaeieHus baHka, k KoTtopoMmy oOpaTuiics
NOTPeOUTENh, PYKOBOAUTENb JOKEH NOCTaBUTh B H3BECTHOCTh CBOErO HEMOCPENCTBEHHOTO
KypaTopa, KOTOPbIH IpU HEOOXOAMMOCTH JOJDKEH IMOAKIYUTH IPYTHe COOTBETCTBYIOLIUE
CTPYKTYpPHBIE ITOAPA3ACICHU U1 PA3PEILICHNs JaHHOW CUTYALUH.

43. B ciyuae, eciu xanoba moctynuia B ycTHou ¢gopme depe3 Konrakr IlenTpa banka,
cnenuanuct Konrtakt LleHTp yka3bIBaeT CyTh KajloObl, KOHTaKThl MOTpeOUTENs, Mpujaraet
ayJIMo3anuch TeNePOHHOTO pas3roBopa, CKpHHIIOTH coobmieHuit B IO vTiger/CRM wu
HEe3aMe/UIUTEIbHO HampaBiseT jkanol0y B OTaen mo ympaBlIEHHIO KayeCTBOM CepBHCa s
paccMOTpPEHHUS O 3NIEKTPOHHOM moute. OTJeN Mo YyIpaBIeHUIO KaueCTBOM CEpBHCa PaCCMOTPEB
kKanoOy, CTaBUT B U3BECTHOCTb PYKOBOAMTENS/IUPEKTOpa (uinana COOTBETCTBYIOIIETO
CTPYKTYpPHOIO MoApasieieHus. PykoBoaurtenn/aupekropa (QMIMaIOB COOTBETCTBYIOIIMX
CTPYKTYpHBIX Tonpa3ienenuii banka B TeueHue 7 (ceMb) pabouux IHEH B CBOIO oOdYepenb
paccMOTpeB >kanoly, IpU HEOOXOAUMOCTH KOHTAKTHPYIOT C 3asBUTEIEM U UH(DOPMHUPYIOT O
pe3yabTaTax MPOBEIEHHOM pabOThI 10 MOCTYNUBIIEH jkano0e OTaen no ynpaBIeHUIO Ka4eCTBOM
cepuca. B cBoro ouepenb, OTaen mo ympaBlIeHHIO KauecTBOM cepBuca ¢ukcupyer B I10
vTiger/CRM mnpuHatble Mepbl, NOpu HEOOXOIWMOCTH, TMPUJIAraeT BCE JOKYMEHTHI B
ABTOMATHU3UPOBAHHYIO CHCTEMY. B 3aBHCHMOCTH OT OTBETa PyKOBOJIUTENIEH COOTBETCTBYIOIIUX
nojpa3iesieHui /mupekTopoB QuinanoB, OTAeNn MO yHpaBIECHUIO KayeCTBOM CEpBHCA BeENET
JTAIbHEUITYI0 padoTy MO YCTPAHSHHUIO MPUYHH KaJIOObI, yIy4llIeHuo Ou3Hec-mpoieccoB baHka.
B ciydae, ecnu 3asgBUTENb IPOCUT MPEIOCTABUTh OTBET B MHCHbMEHHOM BHJIE, OTBETCTBEHHbBIC
COTpYIOHUKHU Qunana/ cOeperaTenbHON/BBIE3THON Kacchl/ MyHKTa OOCITY>KMBaHUS KIHEHTOB
banka B 00s13aTeIbHOM MOPSJIKE COTJIACOBBIBAIOT OTBETHBIE MHUChMa ¢ OTAEIOM MO YIPaBICHUIO
KauyeCTBOM CEpPBHCA, 3aTE€M 3a MOJMUCKHI0 TUPEKTOpa (prnana OTHPaBISIOT TUCHMO 3asIBUTEIIO.

44. Tlpu HEOOXOIUMOCTH CO3JACTCS KOMHUCCHUSA JJIS pPacClIeIOBAaHUA, 3aKIIOYCHHE
KOMHCCUM BBIHOCUTCS Ha paccmorpenue Ilpencemarens [lpaBneHus u KypupyroImero ujieHa
[IpaBnenus.

45. He nomyckaercsi mopy4eHHe pacCMOTpeHHs oOpallieHus coTpyIHUKY baHka, neicTBus
win 6e3/1eHCTBHE KOTOPOTo 00KaIyIOTCS.

46. B cnyyae eciu oOpallleHUs! SIBUJIMCh OCHOBAaHUEM YCTPAHEHUs KOPPYNLUHUOHHBIX WIIU
JIpYTUX JNeWCTBUN COTpYAHUKOB baHka, B 00s13aTeNbHOM MOpSAKE YBEAOMISETCS YIpaBlieHUE
KOMILIA€HC-KOHTPOJIS, CHEIMAIMCThl YIpaBIeHHUs O€30MacHOCTH MpPOBOJIAT  CIIyKeOHbIE
paccliieZJoBaHUs ISl IPUHATUS COOTBETCTBYIOLIUX MEP.

47. HpeTeHSHOHHBIC pa60TBI, CBA3aHHLIC HCIOCPCACTBCHHO C HUCIIOJIBb30BAHUCM
0AHKOBCKHX ILIATEKHBIX KapT ((3JIKapT>), <(MaCTCp Kapzl», WM JpYyrux IUIAaTCIKHBIX CHUCTCM,
MMpOBOAATCA B COOTBCTCTBHU C BHYTPCHHUMHU JOKYMCHTAMU BaHKa, peryjmpyromue BOIIPOCHI
COOTBCTCTBYIOIIIUX CUCTEM 0aHKOBCKHUX IIATCHKHBIX KapT.

Pa3nen 4.1. Ilopsaaok padorsl ¢ KHuroii :kajnod u npeaioxeHui

48. B xaxaom mojapasaeneHnu banka B MecTax oOCTy)KMBaHHS KJIMEHTOB, HA BUJIHOM U
JIOCTYITHOM I 00O03pEHHS KIMEHTOB MecTe (MH(GOpPMAIMOHHBICE CTEHABI W T.I1.) TOJDKHA
HaxoauThcsi KHura »xano0 W mpeayioKeHu, B KOTOPOHM KIMEHT BIpaBe 3apMKCUpPOBATH CBOU
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3aMCUYaHUus W NPCHJIOKCHHUA IO YIYUHICHUIO HWIIM ONTHMHU3AlUU 0AHKOBCKHX MPOAYKTOB U
IPOIIECCOB.

49. B Knwure xano0 u mpeaioKeHni TOJDKHBI OBITh YKa3aHbl CIAEAYIONINE JaHHBIC: aaTta,
dbaMuusg, WM M OTYECTBO IOTPEOMTENsA, aJapec, KOHTAKTHBIC MaHHBIC, CyTh OOpaIlcHHS,
npuHsateie Mepel (IIpunokenme 2). Kuura xamo0 ©W  mpemyioKeHHUN TODKHA  OBITh
MpOHYMEpPOBaHa, TMPOIIHYpOBaHa, a Takke 3aBepeHa Ilpeacemarenem IlpaBnenus wnu
PYKOBOJIUTEJIEM COOTBETCTBYIOIIETO CTPYKTYpHOTO TOoApa3zciieHus baHka ©  CKperuieHa
nevyaThio banka. KHura BegeTcst 10 mOJHOTO 3aIllOJTHEHHUST BCEX CTPAHUII, MPeIHA3HAYCHHBIX IS
BHECCHHMS 3aMCUaHU W/WITK TIPEIOKEHU 1 HHGOpMaIuu 00 UX pacCCMOTPEHUH.

50. CBenmeHust 0 pe3yiabTaTax pPacCMOTPEHHS >KaJIO0 W/WIM TPEIIOKEHUH, OTMETKa O
HANpaBJICHUU OTBETa MOTPEOUTENIO (B CiIydyae HAJIMYMS - JAaThl U PETUCTPAMOHHOTO HOMEpa
OTBETAa), B TOM YMUCJE, MPEANPUHATHIE IEUCTBUSA B OTBET Ha oOpaieHue norpedurens, ©.1.0.
OTBETCTBEHHOI'O UCIOJIHUTENS, €r0 MOJIUCh U CPOKH MCIIONHEHUs BHOCATCS B KHury xanob u
MpEAJIOKEHUH HE TIO3JHEE TIOCIEHETO JHS CPOKa pacCMOTpEeHUst oOpalieHui moTpeOuTesnei.

51. B cmyyae HEOOXOJUMOCTH OTBET 3asBUTENIO0 MOXET ObITh OOpPMIIEH B MUCHMEHHOM
BUJIC B YCTaHOBJICHHbIE NaHHOI1 [Ipotiemypoii cpokH.

52. Ilpu nocrymienuu xano0 B KHury xajnod u npeaiokeHHui, B 3aBUCUMOCTH OT CYTH
oOpaleHus, pyKOBOJUTENb COOTBETCTBYIOLIETO CTPYKTypHOro moppasaeneHus 1'O/ mupexrtop
¢unmana baHka He3aMeUIMTENBHO paccMaTpUBaeT Kajlo0y B YCTAaHOBICHHOM IIOpSIKE.
PykoBoauTeNb CTPYKTYPHOTO MOApa3aesicHus B TeueHne 7 (ceMb) pabo4nx AHEW JOBOAUT OTBET
HEMOCPEACTBEHHO 3asBUTENI0, a KOIMIO oTBeTa B OTAEN MO yNpaBJIEHUIO KadyeCTBOM CEpBHCA,
JUpeKTop ¢uinana oTHpaBisieT corjacoBaHHbll ¢ Ciayx00il MO KauecTBy cepBHCa OTBET
3asBUTEIIO.

53. OtBeTcTBEHHBI COTPYIHHMK (UIHaNoB, cOeperaTelbHBIX Kacc, BBIE3JHBIX Kacc,
IYHKTOB OOCIIy’KUBaHMs KJIMEHTOB M Jp. ©KEIHEBHO MO OKOHYAHUHM PabOYero JIHs MpOBEpseT
KHury >xano® u mpeiokeHUil Ha mocTyruleHue oOpaiieHuil ot morpeburteneit yciayr banka.
[lpu Hanmuuum >kano0 OTBETCTBEHHBIM coTpyaHUK ayomupyer ux B IO vTiger/CRM,
He3aMeJUIMTENbHO CTaBUT B HW3BECTHOCTh JAMpeKkTopa ¢uiauana u OTAena 1o yIpaBlICHUIO
Ka4eCTBOM CEPBHCA, KOHTPOJIUPYET COOIIOAEHUE CPOKOB PACCMOTPEHUs *kajol, obecreunBaeT
CBOEBPEMEHHYIO OTBETHYIO 3amuch B KHure »xano0 M mNpeioKeHUH, COCTaBIseT OTBETHBIE
IUCbMa 3asBUTENIO, COINIAcOBBIBaeT MX ¢ OTHENOM IO YIpPaBICHHIO KauyecTBOM CEpBHCA,
OTIIpaBIsieT OTBETHBIE MHCbMA 3a MOJMUCHIO JTUPEKTOpa (uiuana, JIONOJHUTEIHHO
KoHTponupyeT coOmoaenue CrangaptoB oOcmyxkuBaHus KiaueHToB OAO «Aiisin  bank»
COTpyIHUKaMu ¢wminanoB. Bce mnpuHsATbIE Mepbl U peIHIeHUs MO IOCTYNUBLIEH xkanole
¢uxcupyrores B I10 vTiger/CRM.

53-1. Bce xanoObl B KHHUTE Xajlo0 W TMpeIoKeHnid Heobxoammo ayomumpoBats B [10
vTiger /CRM B nieHb oOpalieHus KIHEHTa C MPUII0KEHUEM CKaHWPOBAHHON BEPCHH KaJOOBI.
OTBETCTBEHHBIE COTPYIHHKHM TIO OOpamieHusIM OO0ECIeYrMBalOT CBOEBPEMEHHBIN  BBOJ
unpopmanuu B I10 vTiger/CRM. B caydasx pacxoxnaeHus MHQOpMalMK B KHHUIE anod U
npemioxenuii ¢ 10 vTiger/CRM oTBeTcTBEHHbIE COTPYIHUKH MO OOpaIIeHUSIM U JHUPEKTopa
(GrInanoB/pyKOBOAUTENN CTPYKTYPHBIX MTOAPA3/AEICHUN HECYT OTBETCTBEHHOCTb.
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54. OrtBerctBeHHbIl coTpyaHuK ['O (oduc-mMeHemkep) €XKEAHEBHO IO OKOHYAHUU
pabouero nus mpoBepser KHury xamo0 U IpeuioKeHUH Ha TOCTYIUIEHHE OOpalieHuil ot
norpeduteneit ycnyr banka. Ilpm nHammumm xano6 ayommpyer ux B 1O vTiger/CRM,
HE3aMEJUIUTEIbHO CTaBUT B M3BECTHOCTh PYKOBOJHMTEIEH COOTBETCTBYIOIIUX CTPYKTYPHBIX
noapasnenenuii 1 OTAen Mo ympaBlICHHIO KayeCTBOM CEpBHCAa O IOCTYNHBIICH kanobe,
KOHTPOJMPYET COOIOZCHUE CPOKOB PACCMOTPEHHUsS Kalod M 00ecrednBaeT CBOEBPEMEHHYIO
OTBETHYIO 3anuch B KHure xanod u npeayioxkeHuid, JONOTHUTEIHHO KOHTPOIUPYET COOII0IeHne
CrannaproB obciyxkuBanus kiueHToB OAO «Aien bank» corpymaukamu ¢pont-oduca I'O.
IIpy HEOOXOTUMOCTH COOTBETCTBYIOUIMM CTPYKTYPHBIM MOJpPA3JCICHUEM IPEI0CTABISACTCSA
YCTHBINA/MTUCHMEHHBINA OTBET Ha OOpalieHne MoTpeduTes, KOmusl OTBeTa Hanpasisiercss B Otaen
[0 YNPABJICHUIO KauecTBOM cepBuca. OTBETCTBEHHBIN coTpynHUK OTAena MO YIpaBICHUIO
KayeCTBOM CEpBUCA TPOBOAMT JAIBHEHIIYI0 pPadOTy COBMECTHO C COOTBETCTBYIOIIMMH
CTPYKTYpHBIMHU TOApazaeneHusiMu/punnanamu banka 1o BBISBICHHUIO W YCTPAHEHHIO NMPUYUH
XKaoObl, PACCMOTPEHUIO TIPEIJIOKEHUN MOTpeduTeneid. Bce mpuHATBIE MEphI M PEIICHUs 1O
nocrynuiiei xxanode pukcupyrores B [10 vTiger/CRM.

55. [lupektopa ¢Quuuanos/opuc menemkep (corpyanuk Otaena MapkeTunra),
corpyaHuku Oraena Mo YHpPaBIEHUIO KaueCTBOM CEpPBUCA €XKEMECSYHO IOJKHBI MPOBEPSITHh
3anucu B Kuure xano0 u npeioxkeHnd Ha peIMEeT HaJIuuusi OOpaIIeHu, MOJIHOTY CBEACHUH O
3asBHTEJIC M CBOCBPEMEHHOCTH WCIIOJIHEHHS YKa3aHHBIX )KajJ00 W TPEJIOKCHHM U MPHHSITHIX
Mepax.

Pa3neu 4.2. Ilopsinok padoThl ¢ 00pamieHUIMH, IOCTYNIMBIIMMH B
KonTtakr LlenTp, Ha TeseoH noBepus u opunuanbubii caiit banka

(B pedaxkyuu nocmanoénenus Ilpasnenus OAO “Aiivin bank” om 26
anpens 2023 2ooa Ne32/2)

Corpynuauku Konrakr Ilentpa:

56. IlomyunB ycTHOe oOpaiieHue mnoTpedouTens, 3anonHseT Kaprouky kiaumeHTa B
nporpamme Oktell/CRM banka, rae Bemercss ydeT BceX NOCTYNMBIIMX 3BOHKOB B KOHTakT
IlenTp banka, a Takke BeleT ydeT MOCTYNUBIIMX Kajio0 mo TenedoHy JOBepUsi B Iporpamme
Vtiger/CRM banka.

57. (MckmroueH B cooTBeTcTBUHU ¢ iocTaHoBiieHHEeM [IpaBnenus OAO “Aiibut bank™ ot 4
HOsA0ps 2021 rona Ne71/6)

58. Coobmiaer moTpeduTemnto, Kyaa OyneT HampaBieHO ero oOpalieHue B JgaibHeimeM. B
cllydyae €clIM MW3JI0KEHHBIH B YCTHOM OOpallleHHd TMOoTpeOuTeNs BOIpoc He Tpedyer
JOTIOJTHUTETFHOTO HM3YYEHUS WM TIPOBEICHHs JIOTIOJHHUTEIBHON TPOBEPKH, OTBET Ha
oOpailieHne MOXeT ObITh JJaH ONEPAaTUBHO, B YCTHOU dopMe, o Tene(oHy WK B XOJ€ JIUYHOTO
nprema.

59. He3ameyIuTeIbHO COOOIIAET O MOCTYMHBILIEM 3BOHKE/COOOIEHUN U CYTH OOpaIleHus
OTBETCTBEHHOMY COTpYAHMKY OT/ena Mo yrnpaBJIEHHIO KaueCTBOM CepBHCa JJS JalbHeiero
paccmoTpenusi uM Borpoca. Jlanee orBercTBeHHbIH coTpyaauk OYKC Hampasnser oOpaieHue
NOTPEOUTENST PYKOBOAMTENIO COOTBETCTBYIOIIETO CTPYKTYPHOTO MOJPa3/eICHUs/TUPEKTOPY
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¢unmmana. [locrme MmMoMHOrO W3y4eHWs] BOIPOCA, B 3aBUCUMOCTU OT €r0 CYTH, OTBETCTBEHHBIH
corpynauk OYKC wunm pykoBOIUTENs CTPYKTYPHOTO TOAPA3eICHUs/IUPEKTOp (uiuana
CBSI3bIBACTCS C 3asBHUTENEeM. Jlamee pyKOBOAWTENb COOTBETCTBYIOUIETO CTPYKTYPHOTO
nosipa3enieHus/mupekTop ¢unuana wuHbopMmupyeT OoTBeTcTBeHHOro cotpynauka OYKC o
npuHITEIX Mepax, a OYKC npu HEoOXOauMOCTH BEIET NajlbHEHINy0 paboTy MO YIy4YIICHHUIO
OM3HEC-TIPOIIECCOB U KIIMEHTCKOTO 0OCTY)KMBaHUS, @ TAKKE MOXKET OCYLIECTBUTh KOHTPOJIBHBIN
3BOHOK KJMeHTY. OTBercTBeHHBIH ocTpyqHUK OYKC BHOCUT MH(MOPMAILIUIO O IPHHSITHIX MEpax
u pemenusix B [10 vTiger /CRM.

60. B cmyuae, ecnum Bompoc TpeOyeT MHUCbMEHHOTO OTBETa, TO OTBETCTBEHHOE
noJipa3fieliecHue TOTOBUT W OTMPABISET NMUCHbMEHHBIH OTBET 3asABUTENI0 B YCTaHOBJICHHBIC
nanHon IIpouenypoit cpoku, xonusi Hampasisiercs B OYKC. Eciam Bompoc, W3J0KEHHBIH B
YCTHOM OOpalieH’H, HEe MOXKET OBITh PACCMOTPEH B ONEpPAaTUBHOM IMOpSJKE U TpelyeT
JOTIOTHUTETFHOTO M3y4YEeHHs, TOTPEOUTEINIO MpeiaraeTcs U3JI0KUTh 00palieHie B TUCbMEHHOU
dbopMe ¢ pUIIOKEHHEM MOATBEPKAAIONINX TOKYMEHTOB.

61. B cimydae ecnu, oOpaiieHre B BHJE KajaoObl MOBTOPHOE U HOCUT CHCTEMATHYECKUU
xapaktep, OYKC noBoaut 1o cBeneHust pykoBojicta banka.

62. OOpaiieHus, *kanoobl U MUChMa MOTpeduTeneil (MHAHCOBBIX YCIYT ¢ O(UIIMATBLHOTO
caiita banka (www.ab.kg) aBTOMaTH4ecku MOCTYMaOT Ha 3JIEKTPOHHBINA aapec OOmiero otaena
(office@ab.kg) KOTOPHIN B 3aBUCUMOCTH OT CYTH BOMPOCA HE3aMEJIUTEIHHO MEePEnpaBIiseT ero
Ha DJICKTPOHHBIA aJapec PYKOBOJUTEIS COOTBETCTBYIOIIETO CTPYKTYPHOIO IIOJApa3ACiICHHUS.
[Tocnennuii w3ydaeT CyTh OOpalleHUss M MOPEJOCTaBISET OTBET B DSJICKTPOHHOM BHIE
OTIIPABUTEINIO, a KONuio oTchbutaeT B KoHTakT LleHTp amns cBeaeHuUs.

62-1. OOparmieHuss KOPPYIHIIMOHHOTO M MOIIEHHUYECKOTO XapakTepa, MOCTYMHUBIIHNE Ha
Tene)OH  JTOBepUsl JOJDKHBI  OBITh  HE3aMEUIMTENBHO TPEACTABICHBI B YIIpaBIICHHUE
0e30macHOCTH W YTpaBJICHHWE KOMIUIAGHC KOHTPOJST B COOTBETCTBHM C TPEeOOBAHUSIMHU
AHTUKOPpYNIMOHHON nonTuKH banka.

Pa3nen 4.3. TpedoBanus kK HHPOPMALMOHHOMY CTEHIY

62-2. B xaxaoMm monpaszaeneHun baHka J0DKeH HaXOIUThCs MH()OPMAIMOHHBIA CTEH]
(mpuioxkeHue 6), c He0OX0AUMOM HH(popMaLMen s TOTpeOUTENEH.

62-3. Ctenp ¢ uadopmaimend 10DKeH ObITh pa3MeIeH B JOCTYITHOM ISt 0003pEHUsT MeCTe
U COJIepKaTh, KAK MUHUMYM, CJIEIYIOITYI0O HH(POPMAIIUIO HAa TOCYIapPCTBEHHOM M O(HUIIHATEHOM
SA3BIKAX:

- OT4eT O (PMHAHCOBOM IOJIOKEHUH U OTYeT O npuobUH U yopiTke OAO «Alibin bank» Ha
MOCJIEAHIOI0 OTYETHYIO ATy,

- xorug aunien3nu HammmonanpHaoro banka KP;
- xonust CBUZIETEIILCTBA ATEHTCTBA MO 3a1uTe 1eno3utoB KP;

- Tapudsl Ha yciayru banka ans ropuanueckux M pusnyeckux nuil. HMubopmanus o
npoaykTax banka u Apyrux pUHaHCOBBIX yCIyrax;

- ICPCUCHb JOKYMCHTOB, HGOGXOI{I/IMLIX AJI TIOJTYYCHUS KPCANUTA,
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[Ipouenypa paccmoTpenus odparienuii norpedureneii OAO “Alibin bank™ JACI

- TIepeYeHb OCHOBHBIX HOPMATHBHBIX IPaBOBBIX akToB HamumonanpHOro OaHka
Ksipreizckoit  PecnyOnku M BHYTPEHHUX ~ HOPMAaTHBHBIX — JIOKYMEHTOB  baHka,
PENIAMEHTUPYIOLIUX MPOLECC KPEAUTOBAHNUS,

- nH(opmanus 06 U3MEHEHUH OOIIUX YCIOBUI MpeaocTaBiIeHHs] (UHAHCOBBIX YCIYT;

- IepeyUeHb NPaB MOTPEOUTEIICH;

- Knura xano6 u npeioxeHui;

- rpaduK IMYHOTO MIpUeMa pykoBoAcTBa baHka;

- HoMep TenepoHa, 1o KOTOPOMY MOKHO OCTaBUTh oOpaieHue (TenedoH qoBepus);

- ¥ J1p. nH(POPMAIIHIO.

62-4. OTBeTCTBEHHBIE COTPYJHUKHA IO OOpAIEHUSM €XKEMECSYHO IPOBEPSIOT
uH(popMaIrio Ha HHGOPMALIMOHHBIX CTeHAax baHka Ha mpeaMeT aKTyadTbHOCTU M COOTBETCTBHS

YTBEP)KIACHHBIM cTaHzaptam. [Ipum BbIABIEHMH HecooTBeTCTBHs coobmawr B OYKC
/mupexkTopam (QHUInaioB.

I'JTABA V. KOHTPOJIb U OTYETHOCTDbD

63. B wnensx aHamuza, KOHTPOJSL M BBIPAaOOTKM MNPEIJIOKEHUN, HaIlpaBIEHHBIX Ha
JanpHEHIee yIydlIeHne KadecTBa OOCTy)KMBaHUS KIMEHTOB baHka, mupekropa (uimasnos,
exekBapTanbHo A0 10 umcina, mpoBepsitoT Bce 3anucu u3 Kauru xanob u npennoxennit B [10
vTiger/CRM, a taxke ckaHep komuu 3anvcedl B Kaurax xamo0 W MpemioKeHUH BCEX CBOMX
noJipa3/iesieHuH, 1151 KOHCOJIUAALUU OTYeTa.

64. CBoasblii oTyeT 1o kajobOaMm YHpaBiIeHUE PHUCK-MEHEDKMEHTa U YIpaBleHHE
KOMILIaeHC-KOHTpoJst MoryT noiayuuts B I1O vTiger/CRM nns panbheied paborel. OYKC
00si3aH BECTH CTATUCTHYECKYI0 0a3zy JaHHBIX IO BCEM OOpalIeHUsAM MOTpeduTenen A
COOCTBEHHBIX aHAJIIMTHUYECKUX IIeNIeil U mpeocTaBieHus: oT4eTHOCTH B HannonanbHbIi 6aHK 10
20 yncna MecALa, CIEAYOLETo 32 OTYETHBIM NOJIyroaueM coriacHo [Ipunoxenuro 5.

64-1. B wnensx mnpenynpexaeHUs BO3HUKHOBEHHS HapyIIEHMH MpaB U 3aKOHHBIX
MHTEPECOB MOTpeOUTENEeH, MOBBILICHHUS KaUyeCTBa MPEIOCTABISEMBIX YCIYT, a TAKXKe YITydIIeHUS
OopraHu3auu padoTel ¢ OOpamieHUSIMU TOTpeOUTENe, YTIpaBiIeHHE KOMIUIACHC KOHTPOJIS
IPOBOAMT HAJUICKAIIMA BHYTPEHHUH KOHTPOJb 3a MOPAIKOM pPAcCMOTpEHHUs oOpalleHui, a
TaK)Ke Ha IIOCTOSIHHOM OCHOBE:

1) mpoBOAMT MOHHMTOPUHI, aHaIM3 U 0000meHHe oOpamieHuii norpeduteneil s
BBISIBJICHHS U YCTPAHEHUS IPUYMH, KOTOPbIE SBUJIMCh OCHOBAaHHEM JJIsi OOpallleHui;

2) BbIpa0aThIBACT PEKOMEHIAIUH T10 YIIYUIICHHUIO OpraHU3aluu paboThl ¢ oOpaIieHUsIMU
oTpeOuTeNe;

3) pa3pabatbiBaeT Ui pyKoBojacTBa baHka npennoxeHus o NPUHIATUHA HEOOXOJUMBIX Mep
[I0 YCTPAHEHUIO BBIABICHHBIX HAPYIICHWM U IPEBEHTHBHBIX MEpPAax I10 HEIOIYLIEHUIO TAKUX
HapyLICHUH B JeATEIbHOCTU baHka.

I''TABA VI. OTBETCTBEHHOCTbD
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65. Haganpauk OYKC /aupexTopa (GuinaloB HECYT NEPCOHAIBHYIO OTBETCTBEHHOCTH 32
MPABUIILHYIO OPraHU3alui0 paboThl ¢ 0OpalleHus MU, TIOCTYMAIUMU B baHK, CBOEBPEMEHHBII
yueT, aHaJliu3 M TMOCJEeAYIOUME MEpPONpPUSNTHUS, CBSI3aHHBIE C MPOIEAYPONH PACCMOTPEHUS
oOpaleHu.

66. HayalbHUKH CTPYKTYPHBIX TOJpa3/IeJICHUNH HECYT OTBETCTBEHHOCTH 3a IMPaBUILHYIO
OpraHu3aIuioo paboThl U HAJUICKAIIUNA TPOILECC PACCMOTPEHHUs OOpaIleHUN MOTpeOuTeNne u
nosenenus no ceenenust OYKC okoHYATEILHOIO OTBETA.

67. Konrakr Llentp/OYKC/HauanbHuKH CTPYKTYPHBIX THOZApa3JesICHUI/ IupeKTopa
¢mImanoB HeECyT OTBETCTBEHHOCTh 3a HAaJUIekKAIIUi IPOLECC pPacCMOTPEHUS YCTHBIX U
NUCHMEHHBIX OOpalleHuii MOoTpeOuTeneld, NOBEACHHUS 0 CBEICHUS OKOHYATEIHHOTO OTBETA
HOTPEOUTETSAM.

68. Hauanbnuk OYKC HeceT OTBETCTBEHHOCTh 3a IMPEAOCTABICEHUE CBOEBPEMEHHOTO U
[IOJTHOTO or4dera 1o oOparieHusM norpedureneit [Ipencenaremnto [IpaBnenus
banka/kypupyromemy uieny [IpaBienus, a Takke BHEITHUM MOJIb30BATENSIM I10 3aIIPOCY.

69. anaBneHHe KOMIITIACHC - KOHTPOJII HCECECT OTBCTCTBCHHOCTHL 3a OCYHICCTBJICHHUC

KOHTPOJIA 32 OpraHu3anueit padbotsl banka mo paccMoTpeHuIo xano0 (3asBIICHUI ) KIMEHTOB.

70. YOK/Otgen mnpomax VYmpaBieHUsS NpoAax /AupekTopa (uianasoB HeCyT
OTBETCTBEHHOCTb 3a COOJIIOJIeHHE TPeOOBaHUI K MH()OPMAIIMOHHOMY CTEH[Yy, €0 HalOJIHEHUIO
aKkTyanbHOU nH(popmanueii mis norpedureneii banka.

71. YnpaBneHue O€30MAaCHOCTH HECET OTBETCTBEHHOCTh 3a CIIPABEUIMBOC W TOJIHOE
pacKphITHE CITY>)KEOHBIX pacciae0BaHUI 10 TEM WJIM WHBIM OOpaIICHHSIM NOTpeOnTENCH.
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pniaoxenune 2

k [Ipouenype paccmorpenus oopamienuii morpedureneit OAO “Aiibut bank”

KHUT A ’KAJIOBb U IPEJJIOKEHUN NIOTPEBUTEJENA OAO «<AUBLIT BAHK»

No ®.1.0., CyTb k210051 WIH NPeT0KeHH Pa3bsicHenus banka
n/m. KOHTAKTHBIE Hara NPUHSATHIE Mephbl OTBETCTBEHHDBIH COTPYTHUK
JaHHbIE (®.1.0., 10ZKHOCTD, MOANHUCH, 1aTa)
NOTpeduTe sl

N |WIN|—
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[pniaoxenune 3
k [Ipouenype paccmorpenus oopamienuii morpedureneit OAO “Aiibut bank”

YTPATHUJIO CUJTY
B COOTBeTCTBHH ¢ noctaHoBgeHueM IlpaBiaenns OAO “Aiibl1 bank”
ot 4 HosOps 2021 roga Ne71/6

Ipuiaoxenue 4
k [Iponienype paccmoTtpenust oopamienuit morpeduteneit OAO “Aiibut bank”



OAO “Aiibin bank”
[Ipouenypa paccmoTpenus odparienuii norpedureneit OAO “Aiibin bank” JACI

YTPATHJIO CUJTY
B COOTBeTCTBHM ¢ noctaHosyeHueM IlpaBiaenns OAO “Aiibln bank”
ot 4 Hos1Ops 2021 roga Ne71/6

IIpunoxenue 5
k [Iponienype paccmoTrpenust oopamieruit morpeduteneit OAO “Aiibut bank”
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OT4YeT 0 NUCbMEHHBIX Kaj100ax norpedureseii B OAO "Aijibla Bank"

3a
(yKa'}l)IBaechl OTYETHOEC NnoJjyroaue m rona)
Ocrtarok |HocTynuio M3 HHUX 110 MOBOXY (TeMa): KonuyecTBo Komunyect |KommuecT
HepaccMorT |7Ka100 YAOBJIETBOPEHHBIX BO ’KaJ100, |BO ’KaJ100,
PEeHHBIX BCEro 2KaJ100, BKIIOYast BKJIIOYAsl |MOCTYIHB
JKaJI100 B 0CTATOK 0CTATOK IIIIX, HO He
NPONLIOM HepacCMOTPeHHbBIX B HepaccMoT | paccMoTpe
nepHoae TPOLILIOM IIepHoae PEHHBIX B |HHBIX B
NPOILIOM |0OT4YeTHOM
nepHoje, B [mepuoae
YAOBJIETBO
peHHn
KOTOPbIX
BKJIAZ10OB KpeIUTOB | KpeIuTHOI [3a10ra 0aHKOBCKUX |/ eHeKHbIX | IJIATeKHbIX | HHBIX obMeHa pacyeTHO- |ApPyrux TR
(meno3uToB) uHdopman CYeToB, IepeBoOB | KapT IVIATEKHBIX M | BATIOT KacCoBOro |caydaeB
nuu (KUB) KpoMe 3JIEKTPOHHBIX 00CTY;KHB
1 eTO3UTHBIX ycayr aHUsI
NOJTHOCTHIO |4aCTHYHO
r.bumkex
r.Om
baTtkeHckast
o0JacTe
J>kanai-
Aobajckas
00JacTb
Haprsiackas
00JacTs
Ouickas
06JacTe
Tamnacckast
0b6acTh
Yyiickas
06acTe
Hccpik-
Kymnbsckas
06acTh
Bcero

ITpumegannsi: 1. B mycTeIX s9eiikax yKa3pIBaIOTCsI KOJIHMYECTBEHHBIE ITOKAa3aTeM (CyMMa).

2. B ciyuae eciu »xano6a KacaeTcsi HeCKOJIBKUX TeM, OHa JOJDKHA yUYUTHIBATHECS B KAXKIOU TeMe OTACJIBHO; IIPU 9TOM B IOCJIe Ay FOILeii(-1uX) Teme(-aXx) OHa yIUThIBACTCSI B CKOOKax.
Ilpunoscenue 6
k [Iponienype paccmoTrpenust oopamienuit morpeduteneit OAO “Aiibut bank”
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Ipouenypa paccMoTpenus obparienuit morpedutencii OAO “Aiibut bank” JACII

EavHbIn cTaHaapT opopMneHus MH(OpMaLMOHHOro CTeHAa B TOYKax o6cnyXuBaHus

knueHToB OAO «Anbin BaHk»

AUUIA bAHK

KHUTA
wano6 n
npeanoxeHuin

107,00 cm

122,00 cm

UHdopmauumna Ha cTeHge:

1-okoLwko: OT4yeT 0 puHaHcoBoM nonoxeHnn OAO «Anbin BaHk» Ha
NocCrneAHIO OTHETHYIO AaTy

2-okoLwko: OTyeT 0 NpuGHLINKU 1 y6biTke OAO «Aiibin BaHk» Ha
NoCrneAHIo OTHETHYIO AaTy

3-okowko: Tapudbl n yenyrn Banka ansa ropugunyeckux nuy (Tapudsbl,
nepeyeHb He0bX0ANMbIX JOKYMEHTOB MO KPeAUTOBAHUIO, MO pacyeTHO-
KkaccoBomy ob6cnyxunBaHuio, GykneTbl)

4-okowwko: Tapudbl n yenyrn Banka ansa dusmnyecknx nuy (tapudsl,
nepeyeHb OCHOBHbIX HEO6X0AMMbIX 4OKyMeHTOB HaunoHanbHoro Baxka KP n
BHYTPEHHMUX HOPMaTUBHbIX AOKYyMEHTOB BaHka no kpeavToBaHuto, no
pacyeTHO-KaccoBOMY 06CnyXMBaHUIO, ByKkneTbl)

5-okowko: Konus nuuensnmn HaumoHanbHoro 6aHka KP

6-okowko: LiseTHasi konusi CBugetenbcTBa AreHTCTBa No 3awuThbl
nenosutoB KP

7-okowko: KoHTakTHbIe AaHHbIe (TenedoH gosepusi) Banka n
HauunonanbHoro 6anka KP, no KoTopoMy MOXHO ocTaBuUTb o6pallueHue.
MepeyeHb npae noTpeburenen.

8-okowwko: Mpoyas nHdopmaums: a) rpachmk NUYHOro npuema
PykoBoacTBa; 6) nHdopmaumm 06 M3MeHeHUsIX yCroBUIA OKazaHus
cuHaHcoBbIX ycnyr; B) HthopMmauum o apyrux (oMHaHCOBbIX YCHyT.

HaumeHoBaHMs CTPYKTYpHBIX MOApa3ziefeHuii u ab0peBuaTypa o Bcemy TekcTy IIpouenypbl npuBeieHbl B COOTBETCTBHH ¢ JieHcTBYtommel Opr.



OAO “Aiibut bank”
Ipouenypa paccMoTpenus obparienuit morpebutencii OAO “Aiibut bank” JACII

cTpykTypou banka.
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JICII

Hpuiaoxenue 1

k [Ipouenype paccmorpenus oopamienuii morpedureneit OAO “Aiibut bank”

KYPHAJ

YUYETA OBPAIIIEHUN NOTPEBUTEJEN OAO «<AUBLIT BAHK»

Ne

/1.

Jara
MOJTyYeHUust

Bxoasimmit
HOMeEp
oOpanieHust

®.1.0.
MOTpeduTe s

AJlpec 1 KOHTAKTHbIE
JaHHbIE MOTPeOUTEs

Kpartkoe onucanue cyTy o0paneHus

HNupopmanus o npuHsITOM pelieHnu (Nercx.mucbMa,
KPaTKoe coep:kaHne 0TBETa)

N[ |[W|IN|[—




