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IMABA 1. OBLLUE NMONOXEHWA

I “lNpasuna penosoro nosefenna “bavk BTH (Apmenua)”” (panee -“lNpaswuna”) Asnatotca
BHyTpeHHUM npasosbim akTom 3A0 “'Bank BTE (Apmenwa)” (panee “Bank”), ycraHanusaroLiymm
OCHOBHbIE MPUHUMNLI OKa3aHuA ycnyr BaHkom, copepmanue, hopMy U NOPAROK MPERbABNEHWA U
npegoctasneHna wWHdopmauun knueHTam baHka (panee - “KnuenTbl”) o 3akniouvenvAa wo npw
3aKNIOYEHWM COOTBETCTBYIOLLIMX AOrOBOPOB Ha NpefocTaBneHne BGAHKOBCKWMX ycnyr, B TeyeHue
AeACTBMA 3TUX AOroBOPOB (0OCNYMMBAHWA), NpaBMNa U YCNOBUA KOMyHUKauum c KnueHtamu u
NPUHATMA U paccmoTpeHuA bBaHkom manob-tpeboBaHuid, a Takwe peKnamHyl U MapKeTUHIOBYHO

peaTtenbHocTb baHka.

2.  Hactoawue [lpaBuna pa3spabotaHbl Ha ocHoBavuu 3akoHa PA “0O 6aHkax v 6GaHkoBCKOW
AeaTensHocTM”, apyrux 3akoHoe PA, HopmatueHbix npasosbix aktos Coseta LleHTpanbHoro 6aHka
PA, a Takie BHyTpeHHUX NpaBoBbIX akToB batka.

3.  Hacroawue [paBuna pacnpocTpaHAIOTCA Ha B3aMMOOTHOLLEHUA mexady BaHkom u Knuentamm,
a TaK e Ha B3auMoOTHoLLEeHWUA Mexay BaHkom u [opyuntenamu.

4. TNo Ttpebosannio Knuenta / [Mopyvatena Bank MoxeT becnnaTHO nNPEROCTaBUTL KOMMIO
HacToawmx [pasun.

5. YcnosHbim Bnagensuem Hactoauwmx Mpasun anaetca Cnyxba koHTpona (compliance).

IMABA 2. OCHOBHbIE NOHATUA U ABEPEBUATYPbI

6. B Hactoawwmx lNpasunax ucnonb3yloTca cneaytolLme OCHOBHbIE MOHATUA U abbpesnaTypsi:

1)  Bwnapumk - rpawpaHuH, 3aknoumsluMii ¢ BaHKOM [oroBop BKnagja B COOTBETCTBUM C
TpebosaHnAMK 3akoHa PA «O npueneyeHnn 6aHKOBCKWX BKNA0B».

2) Motpebutenn/3aemwuk / Coszaemwmk - B pamkax HactoAwmx [lpasun notpebutenem
cyMTaeTca:
a) dusnyeckoe NMUO, NOAABLIEE 3aABKY Ha KPEAWT W/UNK MOANMUCABLUEE KPEAUTHBIN [OroBOp B

UenAx 3akasa unu npuobperteHua Tosapos (paboT, ycnyr), npegHasHa4YeHHbIX WCKNKOHYUTENbHO ANA
NWYHOTO,  CEMEIAHOro,  [OMAlIHEro  WNW  WHOFO  WCMONb30BaHWA, HE  CBA3AHHOMO ¢
NPeAnpPUHUMATENbCKOW AEATENLHOCTBIO;

b) ®u3nyeckoe NULO WM YacTHbIM NPeAnpUHUMATENb, MONyYaloLLEE CEeNCKOXO3ANCTBEHHDIM
KpeawT;
c) nony4aroLlan KpeauT CBEPXManas NpeanpuHAMATENbCKas OpraHW3auua U WHAMBMAYANbHbIN

npeanpuHuMaTens, ycraHosneHHble 3akoHoM PA «O rocynapcTeeHHoid nogaepkke mManoro u cpegHero
npeanpuHUMaTenbCTBar.

3)  KnueHnt - topuaunuecKoe NULO, MHAMBUAYANbHLIA NPeAnpUHUMATENb UAM U3MYECKOE LD,
KOTOpoe nonb3yeTca Kakoid-nubo ycnyroit Bawka, wnu obpatunocs 8 BaHk c uenbito nonbiosarHus
3TUMM yCnyramu,

4)  Manoba-tpe6osaHue - nucbMeHHaa xanoba, npepbasneHHas Knueutom Bamky B cBA3M C
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HapyweHuem baHkom cBonx 06A3aTenbcTB NpW  NPEOCTaBNEHMM YCNYr, KOTOPaA COAEPMUT
umylLiecTeeHHoe Tpebosarmne. OHo ponkHO copepxatb no KpaitHeid Mepe UMA U hammnuio KnuenTa (B
Cnyyae ropuaMYECKUX UL, — NONHOE HauMeHoBaHue), cpecTBa obpaTHOM CBA3U (MECTO KMTENbCTBA
WNW 3NEKTPOHHBIN aapec v TenedioHHbIN HOMEp), NOANUCH, a TaKKe onucaHue Kanobbl-Tpe6oBaHuA.

5)  Wndopmauus, nognexawan obazatenbHOMy NpeaocTaBneHnIo — MHGOPMALMA, KOTOpaA B
obasatensHom nopAaake AonkHa nNpefoctasnATecA Bankom Brnagunky wunu Motpebutenio B TeueHue
AeCTBMA fOroBopa BKNafa Unu KpeauToBannAa (aanee - [lorosop), BKkNtoYas:

a)  W3MEHEeHWe HOMMHANBLHOM NPOLEHTHOW CTaBKMU;
6)  M3MeHeHue NopALKa KOMMYHWUKALMKU MEKAY CTOPOHAMMK;

B)  M3MEHEHWA HOPMaTWMBHbIX aKTOB, KOTOPbIE HEMOCPEACTBEHHO BAMAIOT Ha YCTAHOBNEHHbIE
AOroBopom npasa u obazaHHocTv KnuveHTa;

) M3MeHEeHWA OBLLMX YCNOBUIA YCNyr W MHbIX NNATEXen;

A)  M3MeHeHue NpoyYux 0BCTOATENLCTB, KOTOPbIE HEMOCPEACTBEHHO BAWAIOT Ha Npasa, 06A3aHHOCTH
W OTBETCTBEHHOCTb CTOPOH MO [0rOBOPY, BKIKOYaA O NPefOCTaBNeHUW WH(OPMAUMKU B KpeauTHOE
6ropo.

e) o6 usMeHeHWAx MHbopmaumK, ycTaHoBNeHHoW 4acTbio 1 cTatbu 8 3akoHa PA «06 unotedHom
KpeauTOBaHUM»,

€) nucemenHaa uHgopmauna o6 obasatenbcteax [loTpebutena u OCHOBAaxX MX MPOUCXOMAEHUA W
MOraleHWAX, BKIIKOYAA: OrpaHWYeHHbI nepedeHb Mep OTBETCTBEHHOCTU (MEHUn MW NobbIX UHBIX
Mep, oTpuuartenbHo BosfeicTyrowmx Ha [lotpebutens), npumeHsembix BaHkom B cnydae He
noraweHWA unu HeHaanexalero norawenua otpebutenem obasatencbTs No KpegUTHOMY AOrOBOPY,
Cny4au U NOpPALOK UX MPUMEHEHWA.

6) OrvsercrBeHHblii CcOTpyAHMK - cOTpyAHuK bBaHka, OTBETCTBEHHbI 3a npepfocTaeneHue
Heobxopumoii  uHpopmaumn  Knuenty, npepbAsuBiemy manoby-TpebosaHue bBarky, npuém w
perucTpaumio xanob-tTpebosaHuii U OTNpaBKy OTBETOB, @ TaKkKE KOHTPONMPYHOLLMIA MPOLECC U3y4eHUA
 oTBeTa Ha xanoby-TpeboBaHve.

7)  TMopyuuTens — no [0roBopy NOPYYWUTENbCTBA (PU3WYECKOE MWL, HECYLLEE CONMAAPHYHO C
MoTpebuTenem (ecnn uHoe He NPeAYCMOTPEHO 3aKOHOM) OTBETCTBEHHOCTb 3a MOMHOE MU YaCTUYHOE
ucnonHeHne obA3aTenbCTBa Nepefs, KPeAUTOPOM.

8) AsTomaTuyeckoe YCTPOWCTBO ANA ocyuiecTBneHMs (UHAHCOBbIX onepauuii - (panee
AYO®O) snexktpoHHoe nporpaMMHOe YCTPOWMCTBO camoobcnymuBaHuA, npegHasHayeHHoe AnAa
cnyxebHOro WnM BHELUHEero noNb3oBaHWA, KOTOpoe obecneyuBaeT OCyLLEeCTBNEHWE (DUHAHCOBbIX
onepaunit  6e3 nocpegHuyecTBa paboTHMKA (PMHAHCOBOW OpraHW3auvm, 3a WCKNIOYEHUEM
3NEKTPOHHOrO  Kaccupa, KOTOPbI  3KCMNyaTUPYETCA TONbKO KacCMPOM AaHHOM  (OWHAHCOBOWA
opraHm3auuu.

IMABA 3. OCHOBHBIE MPUHLUMUNbI NPEJOCTABNEHUA YCNYI BAHKOM

7. BaHk npepnaraer ofHu U Te Xe ycnyru Bcem KnueHTam, BHE 3aBUCMMOCTM OT MX HaLWOHaNbHOM,
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NONUTUYECKOMW, PENUTMO3HON W rEeHAEPHOW NPUHAANEKHOCTH, (hMHAHCOBBLIX MK NPOhecCMoHanbHbIX
BO3MONHOCTell, yBamaa kamporo Knuenta. OpHako, npu npepoctaenexdun ycnyr Knuentam, bank
BNpase NPUMEHNTL CNeayroLLUe NOAXOAbL:

1)  oTkasaTbCA OT MNpefoCTaBNeHWA YCNyrv, ecnu oHa He cooTeeTcTByeT TpeboBaHWAM wnu
YCNoBUAM, yCTaHOBNEHHbIM YcTasom baHka unu UHbIMKU BHYTPEHHUMW NPaBoBbIMKU aKTamu BaHka;

2)  nNpUMeHATb pasHble Tapudbl, UCXOAA U3 XapakTepa U NoTeHuuana npeactasneHHoro KnveHtom
6usHeca/noXof0B, UMK Ha OCHOBaHUM OLLEHKW PUCKA;

3) obecneynTb pasHbie ycnoBuA ANA KNUEHTOB, UCXOAA U3 XapakTepa UX AEATENbHOCTW MW UHbLIX
thakTopOB.

4)  packpbiTb Te YCnyru, KoTopble AeilcTBuTenbHO Heobxogumbl KnueHty u moryt B8 bonbuieit
CTeNeHn yAOBNETBOPUTb  Hywabl  KnuenTta, obecneunB  Heobxopumyto  uHbopmauu o
NpeaocTaBnAEMON ycnyre.

8. Bank CTPEMUTLCA MOCTOAHHO 0bHOBNATL M COBEPLUEHCTBOBATL BWAbI OKa3lbliBaeMbIX ycnyr, a
TaKMe TEXHONOTMYECKME PELLIEHUA, B COOTBETCTBUN C ﬂOTpeﬁHOCTﬂMM KnuenTos.

MABA 4. <OPMA U TMNOPAOOK MNPEABABIEHWA W TNMPELOCTABNEHUA
WHDPOPMALUU BAHKOM KIIMEHTAM

9.  Wudopmauua ob ycnyrax npegoctaenaerca bankom KnueHTtam cnegyrouimm cnocobamu:

1) yctHo - Ha Tepputopum bBaHka wnu o TenedoHy, nNyTEM NPEfOCTABNEHWA YCTHOM
nHopMaLmu;

2)  nytém nybnukaumm - Ha oduuManbHOM WHTepHeT-caiiTe BaWka, unu cpenas gocTynHol Ha
WHTEepHET caiiTax CpeACTB MaccoBoOi WHopMaLMK, a Takme B NomelleHun barka;

3) nuuHo B Banke - npegocTaBNEHMEM NUYHO B PyKU B MOMELLEHWW /B MyHKTax obCnyKMBaHUA
batka;

4)  cpepcTBaMM  MOYTOBOK CBA3WM — NyTEM OTNpaBKW MO MNOYTOBOMY ajpecy, 3apaHee
npegoctasneHHomMy KnueHtom;

5)  cpeacTBamu 3NEKTPOHHOI CBA3M — MyTEM OTMPABKM COOBLLEHWIA MO INEKTPOHHOMY MO4TOBOMY
afipecy unu TenechOHHOMY HOMEpY, 3apaHee npegocTaeneHHomy KnueHTom.

10.  Wncbopmauma, noanemauias obsszatenbHOMy NpeabABNEHMIO COrMAcHo HacToAwmm [lpasunam,
Bbigaérca [lotpebutento u Brnapuuky no cpeacteam CBA3W, 3apaHee BbIGpaHHbIM W MUCbMEHHO
NpefoCTaBNeHHbIM UMM, a B cnydae, ecnn KnueHT He oTpaér npeanodTeHue kakomy-nubo metoay
CBA3W WNWU He NPEAOCTABNAET MX MO METOAY CBA3M, NPEAYCMOTPEHHOMY 3aKoHopaTensctBom PA ana
npepocTasnequa Wnchopmaumm, noanexalieit obasatenbHOMy NpefoCTaBNEHUIO, B paMKax [aHHOro
NpoayKTa.

1. WHdopmauma o6 oxasbiBaembix baHkom ycnyrax poctynHa Bcem KnueHntam B 3anax
obcnymusaHua KnueHTos, Ha uHTepHeT-caiiTe BaHka, a Takme B O0PULMANBHOM MHOPMALMOHHOM
cnpaBoyHuke BaHka.
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12. B cnyyae u3meHeHuA uHOPMaLMW, NPEAOCTABNEHHONW Ha O(UUMANbHOM MHTEpHET-caiiTe
banka, uHdopmauua obHoBnAeTCA He NMo3gHee, Yyem B TedeHWe 3-x paboumx AHEd nocne M3MEHeHWA,
OfHaKO He Mo3fHee, YeM [0 MOMEHTa OKa3aHMA YCNyr COrNacHO 3TUM MW3MEHEHWAM, €cnu
3akoHoparenscteom PA unu HopmaTusHbIMK akTamu LleHTpanbHoro HaHka He NpeaycMoTPeHo MHoE.

13. B orpenbHbIx cnyyasx, MHGOpPMaLMA O HOBbLIX yCnyrax, NpefocTasnAemblx BaHkom, wnu o6
W3MEHEHUM YCNIOBWIA YCyr, MOXET BbIThb NpefCTaBNeHa Takxe CPEeACTBaMIU MacCoBOW MHopMaLK.

[MABA 5. COLEPXAHUE UHPOPMALMK, MPEQOCTAB/IAEMOW BAHKOM KNUEHTY
[0 3AKNTIOYEHUA O,0N0OBOPA

14.  [lo 3akniovenua porosopa ¢ Knuentom, bank npegoctasnaer KnueHTy Kak MMHUMYM
cneayroLylo HgopmMauuio o npeanoyuTaemoit KnueHtom ycnyre:

1) HaumeHoBaHue ycnyru;

2)  ycnoswAa ycnyru;

3)  Tapudbl ycnyru;

4)  npaBa v 0bazaHHOCTU KnueHTa no 3axkntoyaemomy J0rosopy;
5)  wHdopMauuA 0 B3aUMOCBA3aHHBIX YCNyrax.

15.  [lo 3akntodeHua poroeopa c [oTpebutenem u Brnapuukom, ABNAOLLMMCA (PU3MHECKUM NULLOM,
baHK npepocTaBnAeT Kak MUHUMYM CRefyHOLLYH MHGOPMaLMIO:

1) ycTHO pa3bACHAET emy  CyLHOCTb (BMA) WM CyLLECTBEHHbIE YCNOBUA WHTEpecyloLleid ero
KOHKPETHO ycnyru (NpoueHTHbIe CTaBKKU, CPOKMU, Cryvau BO3HUKHOBEHWA M 0Obem NPOYMX pacxofos,
CBA3aHHbIX C NMPEAOCTaBNEHWUEM yCnyri, Npoyve obA3aTenbHble BbINNaTbl, UCHEPNbIBAKOLLMA CNUCOK
NPUMEHAEMbIX Mep OTBETCTBEHHOCTU (WTpachoB MAM MNPOYUX MEP, YXYALUAHOLWMX MNONoMeHWe
MoTpebutens), cny4au ux NpUMEHEHUA;

2) yCTHO pa3bACHAET OCHOBHbIE BEPOATHbIE PUCKU, KOTOPbLIE MOMYT BO3HUKHYTL MPWU UCMNONb30BaHWK
KOHKPETHOI ycnyru (Hanpumep, Te PWUCKW, KOTOPble BO3HMKAOT B pe3ynbTaTe He UCMONHEHWA Unu
HeHaanexallero ucnonHeHua lotpebutenem ceomx obAzaTenbcTs, KonebaHWA KypCOB MHOCTPAHHOM
Ba/kOTbI, MOCNEACTBUA LOCPOYHOr0O NpeKpaLleHna gorosopa U T.4.);

3) npepocTaBnAET [OCTaTOMHO BO3MOMHOCTEM W BpemeHn HKnueHTy [na 03HAKOMNEHWA C
NONOMKEHUAMU LOrOBOPA;

4) ycTHO NpepfocTaBNAET CNUCOK MHbIX YCNYr, KOTOPbIE 3KBMBANEHTbI MHTepecyrowei KnnenTy ycnyre;

5) ycTHo uHdpopmupyert lNMoTpebutena u Brnaguuka o npase nonyyeHWA MHGOpMauuu, noanemallei
obAzaTenbHOMY MPEROCTaBNEHMIO (BbINWUCKW, YBEAOMNEHMA W T.N.), NOCPEACTBOM METOAa CBA3M,
YCTAHOBNEHHOrO 3aKOHOM, a Takme o npase [loTpebutena u Brnapguvka Bbibopa nony4eHWA
yKaszaHHOW WHhOpMaLMM NO NPOYMM METOAAM CBA3M, a TakKe cnocob, NepuoanYHOCTL U CPOKKU WX
npeaocTaBneHus;
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6) yctHo 0ObACHAET NOPAJOK NpefocTasneHna TpeboBaHMid, BO3HUKWMWX NOCNE  3aKNOYEHWA
porosopa (3asBnenus, xanobbl, 3anpoca) banky, a Takke npouegypy PacCMOTPEHWA U CPOKM
u3yyeHua TpeboBaHuii;

7) ycTHo vHcbopmupyeT KnueHTa 0 BO3MOKHOCTYM 3aLUMTbI CBOMX NpaB B cyaebHOM nopapke, a Takme
¢ nomoLbto MpumupuTena hMHAHCOBOI CUCTEMBI, @ B CNy4Yae Hanu4ua apbuTpamHOro CornaleHua —
TaKke ¢ NoMoLLbo apbuTpaxHoro TpubyHana. Bmecte ¢ obbacHeHnamu, baHk npepoctasnaer dpopmy
“Yro penatb, ecnu y Bac ecTb anoba” cornacHo petweHuto N225-H LlentpanbHoro baHka PA ot
28.07.2009r. “0O6 yrteepwpeHun pernameHTa 8/04 0 MUHWMMaNbHLIX YCNOBMAX W NPUHLMNAX,
NpeabABNAEMbIX K BHYTPEHHWM NPaBOBbIM aKkTam, PerynupyroLumM npoLeaypy paccMoTpeHUsa manob-
Tpebosanuii Knnentos”.

8) yctHo wuHcbopmupyeT [MoTpebutens o ero npase U NOPAAKE WMCNONb30BAHWA BPEMEHM [NA
paBMbELUFIEHVIH;

9) Momumo BbilLeyKaszaHHOW MHbopmaumm, bank:

a) ycTHo obbacHAeT [oTpebutento CyTb KPEAUTHO UCTOPUN W E€ 3HAYUTENbHOCTD;

6) ycTHo uHdpopmupyeT Knuenta o ero npaee Ha JOCPOYHOE MOralleHue 3afoNnMEeHHOCTU COrnacHo
KPeAWTHOMy [OroBOpYy, a TaKXe O TOM, 4TO B Cny4ae AOCPOMHOrO MOrall€HWUA 3af0NMeHHOCTM
COrnacHo KPeaMTHOMY AOroBOpYy Cymma obLLEero pacxofa no KPeauTy NPOnoOpUMOHANBHO CHUMAETCA
u yto baHk He umeeT nNpaBo Ha NpumeHeHwe Kakoro-nubo wWTpadha 3a JOCPOYHOE MNOralieHue, a B
CnyyaeB MWNOTEYHOrO KpeauTa: O BO3MOMHOCTM Bblbopa MeTofa [OCPOYHOrO  MOralleHus,
ycTaHoBneHHoro nyHkTamu 1 1 2 vactn 1 ctatem 13 3akoHa PA “06 unoteyHom kpegutoosaHum”, a
TaKiKe O MNpuUMEHAeMbIX neHuax/WTpadax W Npo4Yux  HebnaronpuATHbIX  NOCNEACTBUAX,
YCTaHOBNEHHbIX 3aKOHOM;

B) B cny4ae unoteuHeoro KpeauTa ycTtHo UHGopMUpyeT Takke o npasax [loTpebutens, ceazaHHbIX C
3aKNIOYEHMEM KPEAWTHOTO [A0roBopa, YCTaHOBNEHHbIX cTaTbeid 6 3akoHa PA “06 unoTeyHom
KpeauToosaHuM”, a Takwe 0 npasax [loTpebutens B cny4ae U3MEHEHWA KPEAMTHOro AOroBOpa, B
cooTBeTCTBUMK cO cTaTbelt 10 3aKoHa.

) nocne NPUHATMA MNONOKWTENBHOrO  PELUEHWA MO KPEeAUTHOU 3amBKke KnueHTy Bblgaetca
MHpameuayanbHbId nuCTok, cornacHo pewenuto  Coseta LleHTpabanka PA N 229-H ot 2009 r. 28
miona  “06 yteepwaeHun Tlonowenua 8/05 “lMpaBuna penosoro nosepeHus hUHAHCOBbIX
opraHusaunii " (panee - MHauBuayanbHbIid NUCTOK).

16.  [o 3aknioyeHuA KpeguTHOro paoroBopa C dusmMyeckumu nuuamu, baHk npegocTtasnaet
CO3aemLLMKaM CNeaytoLLyro MH(OopMaLmIo:

1) obbACHAET CyulecTBeHHbIE YCNOBUA KpeauTa, B Cy4ae noTpebuTenbCKOro KpeamTa;

2) npepynpexpaer o6 OTpULATENbHbIX MOCAEACTBMAX, CBA3AHHLIX C MCMNONHEHWUEM/HEUCNONHEHWEM
cBoux 06A3aTENLCTB MO KpeauTy;

3) coobuiaet o cpokax 1 nopaake oTnpaeneHua WHcopmauun B KpeautHoe Bropo.

17.  Ecnn 6aHk oTkasbisaeT 8 npepocTasnenun yenyru [loTpebutento, ABAAIOLLEMYCA (DU3UYECKIM
NULOM, NPefoCTaBUBLLIEMY NUCbMEHHOE 3aABNeHWe (3aABKy, 3anpoc) Ha obcnyKuBaHue, TO B TeYeHue
2-x paboumx aHeit nocne npuHaTMA Bankom paHHoro pewenus Bank B nucomenHoli dhopme (SMS
coobuieHna unm nuyHo B Banke) uHtbopmupyet 06 aTom [loTpebutena, ABNAIOWLErOCA U3MYEKCUM
NULOM, C NoApPOoBHbIM yKazaHWeM NPUYUH OTKa3a.
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18.  MNoaTeepmpeHne ycTHoOM MHGOPMaLUM, ycTaHaBneHHOW nyHkTamu 14-16 HacToAwwx [Mpasun,
ocyujectenaeTcA Knnentom B cnyyae nojayM WM 3aABKM HAa COOTBETCTBYIOLLYIO YCAyry wnw
3aKNKOYEHUEM C MOCNEAHUM [0rOBOPa O NPEAOCTaBNEHUMW COOTBETCTBYHOLLMX YCAyr, MOANMCaHWEM

NOATBEPHAEHWUA O NOMYYEHUM YCTHOW MHGOPMALMKM CO CTOPOHbI KnneHTa B 3asBKe/[OroBope AaHHOI
ycnyru.

MABA 6. COQEPHAHUE WHPOPMALMK, MPEQOCTABNAEMOW BAHKOM KIMEHTY
MPU 3AKNKOYEHUU 0OTOBOPA U B TEYEHUE EFrO AEACTBUA

19. Tlpu 3akniovenmn ¢ Knuentom poroBopa © npepocTaBneHun Kawoii-nubo ycnyru, Bawk
npepocrasnAet HKnueHtam wHdopmaumio o npepnaraembix baHkom ycnyrax, pyKkoBOACTBYACH
3akoHogarenscteom PA no perynuposaHuio pAeATenbHOCTM BaHKOB M HOpPMaTWMBHBIMK - aKTamu
LleHTpanbHoro 6aHka PA.

20. [pu 3aKkntoyeHnn AorosBopa, a TakKe B TEYEHUE BCEro CPoKa AEiCTBUMA Aorosopa KnueHnTbl
MOryT Ha MeCTe O3HaKOMWTbCA C TapuamMu M YCNOBMAMM OKasaHWA ycnyr, Apyroi nybauyHow
(obuiepocTynHoi) MHdPOpMaLMeEid.

21, Tpw 3akntoyenun kpeauTHoro porosopa c Motpeburenem bavk npegocrasnser Motpebutento u
Cozaemwmky (npu  Hanuuun) 1 3K3EMNIAP 3aKNIOYAEMOrO KPEAWTHOrO [OroBOpa BMECTE C
COOTBETCTBYHOLLMMM YCNOBMAMM, ABNAIOLLIMMUCA HEOTLEMIEMOI YaCTbHO [0roBopa (yCnoBus NpoaykTa,
npoueaypbl, Tapudbl U npoyee), a B cnyyae notpebutenbcKoro kpeputa — Takme 1 aK3emnnap
WhausuayanbHoro nuctka [0 3akntodeHMA  forosopa. B cnyyae  mnoteyHoro  kpeawTta
WHamsupyanbHblid  nucTok  npepoctaensetca [loTpebutento TakKe B KayecTBe MUCLMEHHOMO
NPEANOMEHNA - odoepThbl, YCTaHOBNEHHOW cTaTbeit 6 3akoHa PA “06 unoteyHom KpepuToBaHMM”,
ecnu emecte ¢ MHavBuayansHbIM NTUCTKOM NPEAOCTaBNAETCA TAKKE NPOEKT KPEAUTHOrO 40rOBOpa.

22. Yeepomnenue KnuentoB 06 uM3MeHeHMM ycnoBuii  ycryr, okasbiBaemblx  KnueHTy,
OCYLLECTBNAETCA  COMNAacHO MOPAAKY, YCTAHOBNEHHOMY [OrOBOPOM  NPENOCTAaBNEHWA  YCIyr,
3aKnoyeHHom mexay bankom w KnueHTom, no cpepfctBam CBA3WM, YCTaHOBNEHHbIM B MyHKTe 9
HacToAwmx [paeun, 3a ucknrodeHrem uHdopmaumu, nognexalieil oba3aTenbHOMY NpPefoCcTaBNeHuHo
MoTpebutento n Bknapuuky, koTopaa Bbigaérca cornacHo nyHkTy 10 HacToawmx Mpaswn.

23. B Tex cnyyaax, Korfa nognemaan obazartenbHoMy NpefocTaBneHnto MH(opMaLma coobLLaeTca
no TenedpoHy, coTpyAHUK baHka:

1) coobuiaer cBoe UMA, a Takme HaumeHoBaHue baHka;

2)  Ha [OCTYNHOM NMTEPATypHOM apMAHCKOM A3bIKe — €CNU NO COrnacui CTOpPoH oblieHue Ha
WHOM A3bIKE HE NPeyCMOTPEHO, COOOLLLAET O Lieny 3BOHKA;

3)  coobuwiaer, 4To TenedgOHHbIK Pa3roBop 3anUCbiBAeTCA;
4)  npw menanum KnuenTa npexkpalaer TenedoHHbI Pa3roBop U 3BOHUT KnueHTy nosxe.

24. B cny4ae opHocTOopoHHero uameHeHua baHkoMm uHdpopmauuu, noanexaiend obazatenbHoMy
npeaocTaeneHuto, ysegomnenmne ob nameHeHun npepoctasnaetca Motpebutento unu Brknapguuky nocne
NPUHATUA PELLEHWA O COOTBETCTBYHOLLEM W3MEHEHWM, HO He Mo3fHee, Yem 3a 7 pabounx fHel fo
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BCTYNNEHWA PELLEHUA B CWNY, B MWHbIX CNy4asx yeBeaomneHne o6 U3MeHeHUW B noanemallieit
oba3aTensHoMy npefocTaBneHuto MHdopmauuu npegoctaenAeTca KnueHTy no npeanoytutenbHomy
“M METOfy CBA3M He no3aHee, Yem yepe3s 7 pabouux fHeil nocne ocyLIECTBNEHUA COOTBETCTBYHOLLETO
M3MeHeHWA U MHPOPMUPOBAHWA CO CTOPOHbI baHka.

25. B cnyyae, korga B TeyeHue aedctBuA porosopa [loTpebutens, ABNAKOWMACA (hU3MYECKUM
nuuom, unu Brnaguuk obHanuumBaeT cymMy KpeauTta MM AenosnTa Npu NOMOLLM coTpyaHuKa BaHka
W C Hero B3UMaeTcA Kakas-nMbo Komuccua, To coTpyaHuk baHka ycTHo u/unu nucbmeHHo coobuaet
06 atom [lotpebutento, aBnAlOLWIEMYyCA (U3NYECKMM NWULOM, W NPOAONKAET COOTBETCYBHOLLYHO
TpaH3akumio nocne cornacua KnueHta c cymmoid Komucuu.

26. B cnyyae He wcnonHeHna nubo HeHapenemallero ucnonHeHwa [loTpebutenem, ABNAIOLLMMCA
thr1anyHeckum nnLom, cBoux o06A3aTensCTB [0 NPeAoCTaBNeHUA MHGOPMALLIMKM O NOCNEAHEM B KpeauToe
6ropo, bBank nocpepcteom CMC  w/wnu  3nexkTpoHHOro coobluenua wHgopmupyer o6 3Tom
MoTpebuTtena.

27. B cnyvae, korpa B rpadvke nOralieHUA KpeauTa MPOUCXOAAT M3MEHEHWA, CBA3aHHble C
AOCPO4HbIM MOralleHWem KpeauTa CO CTOPOHbI [loTpebutens, M3MeHeHMeM MPOLEHTHOW CTaBKM U
npounmn obctoaTenbcTeamu, bBank npu menanuu [loTpebutena B TedeHWe MaKCUMyM OfHOrO
paboyero pgHA becnnaTHO nNpefoCTaBNAET HOBbIA rpadovKk MOralleHWA METOAOM  CBA3M,
npeano4utaembiM [Notpebutenem/CosaeMLMKOM (TMYHO B pyKM, 3NEKTPOHHAA Mo4Ta W npoyee). B
cny4ae Bblbopa NOYTOBOM CBA3M HOBbIW rpacvK NoOralleHna KpeauTa NPefoCTaBNAETCA B TeyeHue 3-
5 pabouux gHeil.

28. Mwunumym 3a 1 peHb [0 AHA norawenua obasatenscte [lotpeburtenem, ABAAIOLMMCA
chuanyeckum nuuom, Bark, nytem KopoTkoro GecnnatHoro coobuieHus, NGO NO INEKTPOHHOI NouTe,
nHcpopmupyet Motpebutens/Cosaemuimka 06 0bA3aHHOCTM NoraleHUA KpeauTa, a TakmKe 0 TOM, YTO
B CNy4ae HEBbIMOMHEHWA WM HEHAANEeXaLLEro BbINONHEHUA AaHHOro obA3aTenbcTBa CO CTOPOHbI
nocnegHero, B YCTaHOBNEHHOM nopaake wHdopmaumna o [lotpebutene/Cosaemwmke Bynet
HanpaseneHa B KpeautHoe 6ropo u KpeautHbliii peructp LienTpansHoro 6aHka PA.

IJIABA 7. ITIOPSIIOK U ITIPABUJIA KOMMYHHMKAIIUI C IIOPYYHUTEJISIMUA

29. [lo 3aknioveHMA [OroBopa MOpy4uTeNnbCTBa M gorosopa ob obAsaTenbcTBax, obecredeHHbIX
Nopy4YuTeNbCTBOM (KPEAUTHOTO A0roBOpa WM [0TOBOPAa WHOro Npoaykta), GaHk wuHcbopmupyet
NOPY4UTENA O CYLLECTBEHHbIX YCNOBWAX [OroBOpa NOPYYUTENLCTBA M AOroBopa ob obasaTenscrsax,
obecneyeHHbIx NOPYYUTENLCTBOM (NPOUEHTHAA CTaBKa KpeauTa, CPOKM, Ciyd4am U 0bObeMb
BO3HWUKHOBEHWA PACXOf0B, CBA3AHHbLIX C NPEAOCTaBNEHUEM KPEAMTA, & TaKkiKe Npo4Mx obBA3aTenbHbIX
PacxofoB, NPUMEHWMbIX Mepax OTBETCTBEHHOCTM), npefocTaBnAeT wHcbopmauuio o6 yxyaweHuun
KPEAWUTHOW WUCTOPUM MOPYYWTENA, O MPEAOCTaBNEHUM B KPEAUTHbIA PErUcTp U KpeauTHoe 6ropo
uHpopmaumnu o6 obaszaTtenbcTse, ero pamepe U 0 NOPyYUTENe, W O NOPAAKE PA3pELLeHWNA CNOpoB, B
cnyvae HewcrnonHeHuA 0bA3aTENbCTB CO CTOPOHbI 3aeMLLMKa (CO3aeMLLMKA, [LOMKHWUKA).

30. bank npepoctaenser [lopyuuteno no OQHOMY 3K3EMNNAPY [AOrOBOPOB MOPYYMTENLCTBA M
obnazarenbcTsa, obecneyeHHoro NOPyYUTENLCTBOM (B TOM YWCIE KaneHAapHoro rpaduka noralieHusa
KpeauTa) — opuriHan unu Konuio ¢ otmetkoit “C opuriHanom sepHo”.
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31. B pamKkax 3aKknto4eHna norosopa nopyuuTenscrsa llopyuutens nponuchbio, Ha A3bike A0roBopa
nopydutenbcriea ykasbisaer: “H (®.N.0./HaumeHoBaHue) rapaHTUpy0 ucrmonHeHue obasaTenbcrsa
(P.1.0./HanmeHOBaHME) Ha CyMMy -——— --- U CO3HAKO, YTO B CNy4aA HEUCTIOMNHEHWUA MOCAEAHUM

00A3aTENbCTBA, ero 06A3YHOCH UCMONHUTD A, @ TAKKE TO, YTO YXYALUMTCA MOA KDEAMUTHAA UCTOPHUA U A

BO3MOMXHO NULWYCb cobcTBEHHOro umyLecTea”.

32.B cnyyae, korpa [lopyuuTens He cOCTOAHWM WCMONHUTL TpeGosaHue 06 yKasaHum
npepycmotpeHHoro nyHktom 31 [lpaBun  Tekcra nponucbio, BaHk o6a3aH obecneynTs
WCMoNHeHWe AaHHoro TpeboBaHMA MHbIM cnocobom (Hampumep MOCPEACTBOM BMAEO3anuch), C
YCNOBMEM COXPaHEHUA OCHOBAaHUW (DUKCMPOBAHWA [aHHOTO (hakTa B TeYeHUe MUHUMYM NATH
NET Mo UCTEYEHUN CPOKa [0roBopa.

33. Kommynukauma Banka u [Nopyuutena B npouecce AeiicTBMA AOroBOpPa OCYLLECTBNAETCA B
nucbMeHHo chopmMe, No ogHoMmy M3 cnocobos no Bbibopy lMopyuuTens, npepnoraembimu BaHkom B
pamKax 4oroBopa Nopy4uTensCTBa.

34. Muhumym 3a 1 aeHb [0 OHA McnonHeHua obasaTenbcTBa 3aemLumKa, yCTaHOBNEHHOro rpadoKom
norawennit, baHk obA3aH ysegomuTb [lopyyuTena O HanM4MW  NOANENALLErO NOralLeHUHo
obAsatenbCTea MOCPEACTBOM OAQHOTO W3 CREfyHOLWMX BbIGPaHHbIX MOCNEAHUM CNocoBOB: KpaTKMM
coobuierunem (SMS) u (unu) anekTpoHHbIM CoobLeHMEM.

35. B cnyyae BHeceHMA CylIeCTBEHHbIX W3MEHEHMIA B [OrOBOpPax NOPy4MTENbCTBA M 0BA3aTENbCTBA,
obecneyeHHoro nopy4utenscTsom, baHk HanpasnAaet MopyynTento NPeanoXeHue Unn yBeaoMIEHNE O
BHECEHMM CYLUECTBEHHbIX W3MEHEHW/A B [aHHble [0roBopa (NPOLEHTHaA CTaBKa, KOMWCCMOHHBIE,
neHu, wrpadbl, CPOKM, pasMep KpeauTa M np.), Coaepmalliee WHOPMALMUIO O CYLLECTBEHHbIX
M3MEHEHUAX, CpOKax BCTYNNEHWA B CUNY, a B CNyvae 3aKoHoAaTenbHol HeobXOAMMOCTW NonyYeHuA
cornacua [lopyuumrens , a Takie o dhopmarax COrnacoBaHWA U NOCNEACTBUAX HECOrNACHA.

36.B cnyuae, Korfa WCXOAA M3 TEXHWKO-NPOTPAMMHbIX OFpaHWYeHW (HanpuMmep: orpaHu4eHve
KOMUYECTBA 3HAKOB KpaTKUX COODLLEHWIA) HEBO3MOMKHO NPEACTaBUTbL U3MeHeHuA, Bavk B TeyeHum
CpoKa W B MOPAAKE, NPeaycMoTpeHHbIM 3akoHapatencTsom PA u B goroBopax, 3aKntoHeHHbIX MeXay
bankom u [Mopyuutenem, ysepomnser [opyuutens o6 M3MEHEHWAX W AanbHelWUX AeHCTBMAX C
yKasaHuem TenechoHHOrO HOMEpPa WM MHOrO CPEeACTBA CBA3W, MOCPEACTBOM KOTOPbIX MOMHO
03HAKOMUTLCA C fleTaNAMU U JanbHEeUWUMU AEeNCTBUAMM.

37.B cnyyae npocpouku 3aemimkom 06a3aTenbCTBA, NPEAYCMOTPEHHOrO A0rosopom, BaHk monxeH
ysegomuTb [Mopyuntens o6 aTomM He Mo3aHee CneayloLLEro AHA MPOCPOYKM C yKasaHWem pasmepa
ocratka obuiero obasatenbcTea M ero feTanusauuu No OTAENbHLIM COCTABNAIOLLUM: MaTEPUHCKOM
CyMMbl 0DA3aTenbCTBa, NMPOLEHTOB, MeHu, WTpados (Mpu HanuuuK), NOCPEACTBOM U3 BbiBpPaHHbIX
nocnepHUM cnocobos: kpaTkum coobuueriem (SMS) 1 (Mnu) aneKTPoHHBLIM CoOBLLEHMEM.

38.Bank yBepomnaer [MopyunTtens Takke o nNpexpalueHuu aorosopa obA3aTenbcTsa, obecrnedeHHoro
NOpy4UTENLCTBOM, B TEYEHUW CPOKa W B MOPAAKE, NpefycMoTpeHHbIM 3akoHapaTtencteom PA u B
Aorosopax, 3aKkntoHeHHbIx Mexay barkom u MopyuuTtenem.

39.B cnyqae npepvasnenna bBankom [opyyutenio Tpe6osaHua 06 WMCMONHEHWM CBOEro
obasatenbcTBa, TpeboBaHue AOMKHO MpeAycMaTpuBaTb CPOK, B TedeHWwe KoToporo [lopyuutens

0bA3aH ynnaTuTb rapaHTMpPOBaHHYIO CyMMy, MPU 3TOM, AaHHbIA CPOK He MoMeT bbiTb MeHee 7

paboyux fHeN.

40.To Tpebosanuio Mopyuutens baHk Ha BCEM NPOTAMEHUM B3AMMOOTHOLLEHMM, BbITEKAIOLMX U3
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Nnopy4y1uTeEnbCTBa, npepocTasnAeT EMy MH(bOpMaLWIPO OTHOCUTENBHO oCTaTka KpeauTa

(obazaTenbcTea).

FMABA 8. MOPALOK W YCNOBUA NPEABLABIEHUA U PACCMOTPEHUA ANOB-
TPEGOBAHWIA KNUEHTOB

41. MopApoK M ycnoBWA NpPeabABNEHMA U paccMoTpeHus  wanob-tpebosaHun  KnuewTos
yCTaHaBNUBAOTCA BHYTPEHHMMM nNpaBoBbiMW axkTamu baHka, nybnukyrotcA W fgenaroTca
AOCTYMHBLIMM Ha otbuLManbHOM WHTepHeT-caiiTe baHka.

42. B 3anax obcnysusaHua bamka, Ha BMAHOM U fOCTYNHOM ANnA KNWeHTOB MecTe, yCTaHOBNEHBbI
ALLMKK ANA NUCeM. TaKxe, Ha MHTepHeT caiiTe BaHka 1 B 3anax obCNyMWBAHWMA, Ha BMOHLIX MECTax, B
BUfE OTAENbHbIX HABOPOB NPUKPENNAOTCA CNEAYIOLLUE AOKYMEHTbI:

1)  pa3bAcHUTENbHAA CBOAKA NO Pa3peLLeHUIo CMOpPoB.;
2)  KpaTKoe OMMCaHWA NPOoLEecca PacCMOTPEHUA Kanobbi-TpeboBaHma;
3)  dopma xanobui-TpeboBaHua Knuenra.

43. KnveHT moXeT npeabaBuTL CBOKO Manoby-TpebosaHue niobomy cotpyaHuky Banka. CotpyaHuk
bavka o6s3aH nNpuHATL npeabABneHHyro KnueHTom xanoby-TpeboBaHwe W HanpaBuTb ero K
OTBeTCTBEHHOMY COTPYAHWKY [AHHOTO MyHKTa OOCNYMUBAHWA [NA Pa3bACHEHUA HeobXoAMMOil
MHopMaLMK, a TakKe NPefoCTaBUTL JiaHHble O CPEeACTBAaX CBA3WU AnA OBULEHUA C OTBETCTBEHHBLIM
COTPYAHWKOM (TenedpoH, INEeKTPOHHBIW afgpec, U T.4.).

44, OtseTcTBeHHbI coTpyaHuK baHka uHdopmupyer KnueHta o ero npasax, o npouecce
paccmoTpeHus manob-Tpebosanuii B BaHke (npegbABneHue, paccMoTpeHue kanobbi-Tpebosamna W
NPUHATUE pelleHuin no Hew), Bblaaér KnuweHtam dhopmy ““to penatb, ecnu y Bac ectb manoba”,
npegocTasnentbie [pumupntenem hUHAHCOBOW CUCTEMbI KHUMKKM (Npu Hanuumwm), no TpebosaHMo
KnueHTa Bbifaér BHyTpeHHWe npasuna baHka no paccmoTpeHuto #anob-TpebosaHuii u hopmy 3asBKM
ANA npeabABNeHUA xanob-tpebosanuii Knuentamu. lNpu HeobxopumocTu, Takme nomoraer Knuewty
3anonHWTL 3aABKY Kanobbi-TpebosaHua.

45. Orser banka Ha xanoby-TpeboBaHue, KOTOpbIA copepKnT YETKO 0BocHoBaHHoe pelueHve Barka
(ynoBneTBopuTb, YAOBNETBOPUTb YaCTUYHO, OTKNOHWUTB MoOnyyeHHoe TpeboBaHWe), a TaKiKe
KOHTaKTHbl€E flaHHbIE OTBETCTBEHHOrO COTPYAHMKA, BbIAAIOTCA KNMEHTY NMUCHMEHHO MW 3NEKTPOHHBLIM
crocobom, no ykazaHHomy HKnueHTom agpecy wnu cpeactBy wHOMy cBA3W. bBaHk He o6a3aH
paccmoTpeTb Kanoby-TpebosaHne KnueHTa, npeabABneHHoe Yepes rof, HauMHaA C MOMEHTa, Koraa
KnaneHT y3Han unu mor y3HaTb O HapyLLEHWUM CBOEro npaea.

46. B cnyyae, ecnu KnnenT He ynoBNeTBOPEH MUCbMEHHbIM OTBETOM Ha anoby-Tpebosarwe,

KnueHT Bnpase obpatutbea B cya, k Mpumuputento dunaHcosoin cuctembl PA, B LieHTpanbHbiii Gark
PA.




Obwedocmynnutii

I/TIABA 9. TPEBOBAHMSI K YCJIYT'AM OCYHECTBJIIEMBIM NOCPEACTBOM
ABTOMATHYECKHUX YCTPOUCTB JUIs1 OCYHIECTBJIEHUSI ®UHAHCOBBIX
OIIEPAIIMH

47.  baHk uHchopmupyet MoTpebuTens, ABNAIOLLErOCA IMIMYECKNM NULLOM, 06 OCHOBHBIX YCNOBMAX
obCnyMMBaHNA, KOMWCCMOHHBIX MnaTemax, NPUMEHAEMbIX Tapudax, NPUMEHAEMbIX CPOKax M ApYrux
3HA4YUMbIX YCNOBWAX TPaH3aKLMK [0 NPefoCTaBNeHnA ycnyr nocpeCcTBOM aBTOMATUYECKUX YCTPOMCTB
ANA OCYLLLECTBNEHNA chMHAHCOBbLIX onepauuit (aanee AYO®PO).

48.  Ycnyra ocyuiectensaetca BaHKom Tonbko mocne nony4eHua cornacusa co ctopoHs! Motpebutena
(nocne HamaTuA KnasuiwK Ha akpaHe AYO®PO o nonomuTensHOM OTBETE HA 3aNpoc O NPeaoCcTaBNeHNM
ycnyru).

49, MNepen BbINONHEHWEM TpaH3aKUMKM Yepe3 nnaTemHblii MHCTPYMEHT, Ha akpaHe AYO®O unu Ha
nuuesoit ctopoHe AYO®O pna lMotpebuteneid, ABNAIOLMXCA (DU3MYECKUM NULLOM, COAEPHUTCA
WHCPOPMALMA O KOMWUCCUM 3a TPaH3aKLMIO (NMPY HaM4MK), OcyLLeCTBAAEMYIO nocpeacTeom AYO®dO,
50. Mocne cosepuieHna kamaoii TpaHzakumn nocpepctsom AYOPO [Motpebutens, ABNAKOLLMIACA
(hM3M4ECKMM NULOM, NONYYaeT KBUTAHLMIO, MOATBEPKAAMOLLYIO BbINONHEHWE TpaH3aKumn. KeutaHuma
MoXeT ObiTb He npegocTaBneHa, B Cly4ae MNONYYEHUA  COTNACMA O HEMONYYEHWE KBUTaHLMM
MoTpebuTena, ABNAIOLLErOCA (DU3UHECKUM NULLOM.

51.KBuTaHuma nonxHa cogepatb CNeaylolme PEKBU3NTI:

1) Kop, noaTBepmaeHua (ecnu TakoBoi UMeeTcA);

2) [lata v BPEMA COCTOBNEHUA KBUTAHLMK;

3) WnentuduraumoHHble paHHbie AYODO  (ugeHTucbukatop AYODPO u / wnm  appec
MECTOMONOKEHWA);

4) Cymmy TpaH3akuuW, BKIKOYaA CymMmy, nonydeHHylo ot [lotpebutens u npepocTaeneHHble
MoTpebutento B cny4ae cAENOK KYNNWU-NPOAANKM MHOCTPAHHOM BantOTbI;

S) Bantota TtpaH3akuuu, B TOM 4ucne BanioTbl, NpuHATbie OT [loTpebutens W npepocTaBneHHble
MoTpebutento B cnyyae KynaM-NPofaMu MHOCTPAHHOW BaNKOTbI;

6) Bupa TpaH3akuum;

7) Homep cyeta nubo nnatexHoii KapTel, B Ciy4ae onepauuu BHECEHUA AEHEMHbIX CPEACTB. (COrnacHo
npasunam 6esonacHocTw).

92.  Ha AYO®O pa3smeuiaetca HaumeHoBaHWe baHka u Homep cnyxbbl nogaepxku MNotpebutena (a
TaKKe, NpU HanM4MW, HOMEP rOpAYel NMHUKM), no KoTopoMy WKnueHT MomeT obpaTUTbCcA B
COOTBETCTBYHOLLMIA oTAen BaHka 3a NOMOLLbIO NMBO KOHCYNbTaLMENA.

33. MeHio AYOPO ponHo ObiTb yCTAHOBNEHO Kak MUHUMYM Ha [BYX A3blKax: apMAHCKOM W
aHrnuiickom (0ba A3bika MoryT bbITh NpeAcTaBNeHbl COBMECTHO MAK MO NpeaBapuTenbHOMY Bbibopy).

MABA 10. PEKNAMHAA W MAPKETUHIOBAA [EATENbHOCTb, NMPOBOAWUMAA
BAHKOM

54. [lpupaBaa BamHYylO pONb MapKETUHIOBbLIM MEPOMPUATUAM B NPOLLECCE MPUBNEYEHUA HOBbIX
KnueHTos 1 nosbilweHna penyTtauun bBaHk ocylLecTBNAET CnefyoLMe MEPONPUATUA:

1)  pexnamHble KomnaHuu (MO  CPeACTBaM  MaccoBOoM  MHGOPMauuu, MO  UHTEPHETY,
pacnpoctpaHeHue neyaTHbIX MaTepuanos, BHELWHWE PEKNaMHbIE WUTbI);
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2)  obecneyeHue obpaTHOit CBA3M C KnueHTamu C NOMOLLLLIO AOCTYMHbLIX WM CPEAcTB CBA3U —

TenedOHHbIMU 3BOHKaMK/NO NOYTE/3NEKTPOHHBIMU NUCbMaMK;
3)  wHdopmupoBaHue KNMEHTOB O CUCTEMAX CKUADOK;

4)  ocywecTteneHne baHKOM 3annaHWpoBaHHbIX aKUMIA WM pacnpocTpaHeHue WHGOpMauuK c
COOTBETCTBYIOLUMX NnoLanok, oboblueHne pesynbtatoB U obecneyeHue yCnoBuiA aKuuid;

5)  uccnepoBaHve M aHanM3  pbiHKAa € LUENbK)  NOBBLIWEHUA  KOHKYPEHTOCMOCOBHOCTM
npefocTaBNAemMbIX YCNyr/npoayKTos;

6)  ocywiecTBneHWe MeponpuATUIA, HanpaBneHHbix Ha bonee Bbicokoe npusHanue baHka u
MOBbILLIEHWE €0 PEUTUHIa U Ha MPOABUMEHUE OTAENbHbIX YCNyr;

7)  3anyck cneumanbHbix unuanos AnA obcnyxuBaHWA cneyunanbHbIx uenesbix rpynn KnveHTos;

8)  ycoBeplueHCTBOBaHME WHTEpHET-CaidTa MNyTEM LENOCTHOTO OTPaMEeHWA MpPEefOCTaBNAEMbIX
KnuenTam oH-naitH KOHCyNbTauWiA, ycnyr/npoaykTos v Tapudos.

55. PexnamHble meponpuATMA baHKa B LENOM UMELOT CNeyHoLLYHO HanpaBneHHOCTb:
1)  uHdopmaumoHHas peknama;

2) wumuaxesas pexknama baHka;

3) copmupoBaHue/paclunpeHue KnueHTcKol basbl;

4)  npopBuMeHWe ycnyr;

5)  MeponpuATUA, BbINONHAEMbIE B LLENAX NONUTUKM NpusnedeHus KnueHTos.

56. Bce pexnambl 0 6aHKOBCKMX ycnyrax OCYLLECTBNAKOTCA B COOTBETCTBUMW C TpebosaHWAMM
3aKoHopatenbcTea PA, HopmaTtuBHbIx akTos LleHTpansHoro 6anka PA, YctaBa BaHka v BHyTpeHHUMM
npasoBbiMu aKTamu baHka.

57. Peknama o npepoctaBnaembix baHkom ycnyrax, cofepmallan cBefeHWA O Tapudax Wiau uHble
CBeAEHWUA, BKNIOYAET MO KpaiHell mepe:

1)  appec uHTepHeT-caiiTa baHka;
2)  paHHble anA cBA3u ¢ BaHkom (TenethoHHbIA HOMEp, INEKTPOHHBIN afpec, UHOE).

58. Pexnama 6aHKOBCKMX ycnyr OCYLLLECTBNAETCA C MOMOLLLHO XapakTepHOro GaHkam CnosapHoro
3anaca “ no3sonAeT KnueHTam CpaBHUTL NpepnaraeMble  YCAYrM €O CXOMMMM  yChyramw,
OKa3blBaeMbIMW ApyrumMu baHkamu,

59. [lpucyTcTeylolye B pekname HaMMEHOBaHWUA, TEKCTbI, CCbINKK, NPOTHO3bI, XapaKTEPUCTUKN UM
NOXBanbHbIE OT3biBbI, CneuvansHaa uHdopmauua ob ycnyre U NpeaynpexaeHus NpesocTaBnArTCA
YETKO, NOHATHO W NPO3pPayHo.

60. [lpucytcTyrowiMe B pexkname MOACTPOYHbIE MPUMEYAHWA WU TEKCTbl C ManbiM WPUdTOM
NOKa3bIBAtOTCA YNTAEMbIM 0O6Pa3OM M A,OCTATONHO KPYMHO.

61. B cnyyae pexnambl bonee oOfHOW YCNyrW, XapaxkTepHble 4YepPTbl KamAoW YCnyru YeETKo
pa3beauHALOTCA, 4T0BbI KNMeHT cMor YETKO pasnuuuTh OfHY YCIyry OT ApYyroi.
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Obuyedocmynuuiii

62. Ecm ycnyra wmeer cpok peiicTBMA C yCTaHOBNEHHBIMM YCNOBMAMM, NpWU ONYBAMKOBAHUM

nHpopmaumn 06 ycnyre ykasbiBaeTcA TOT CPOK, B TEYEHME KOTOPOro OHa AEICTBYET Ha AaHHbIX
YCNOBMAX.

IMABA 11. NEPEXOOHbIE MONOMEHUA

63. Hactoawwue [lpasuna noanemar nepecMOTpy B CpPOKax W B MOPAAKE, YCTAHOBNEHHbIX
3akoHoAarenscTBom PA, HopmaTusHbix akToB LleHTpanbHoro 6anka PA 1 BHYTpPEHHWMM NpaBoBbIMM
akTamu baHka.

64. Hactoawwue [lpaBuna coctaBneHbl Ha apMAHCKOM W PyCCKOM A3blKax, NpU Hanuyuu
NPOTUBOPEYMIA MEXIY apDMAHCKOW W PYCCKOI BEPCUEN, AEHCTBYHOT NONOMEHWA aPMAHCKON BEPCUM.
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