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[TABA 1. OBLLUE NOJNIOMEHUA

1. “lNpasuna penosoro noeepenuna 3A0 “Bank BTB (Apmenua)”” (panee -“lNpaBuna”) asnatotcA
BHYTP=HHUM npaBoBbiM akTom 3AO “'bank BTB (Apmenua)” (panee “bBank”), yctaHaBausaroLium
OCHOBHble MPUHLMMbI OKa3zaHuA ycnyr baHkom, copepsaHnve, popMy U MOPAAOK MpesbABAEHUA U
npeaccraBneHna  uHdopmauum  KiveHTam baHka [0 3aKMOYEHWMA M NpU 3aKNOYeHUM
COOTB2TCTBYHOLLMX [OrOBOPOB Ha MnpefocTaBneHne GaHKOBCKUX YCMyr, B TeYeHWE [ElCTBMA 3TUX
AOroBopoB (0bcnysuBaHWA), npaBuna W YCNOBUA KOMyHWMKauun c KnveHTamm u nNpUHATUA U
paccmoTpeHna baHKom anob-TpeboBaHWil, a TaKMe peKknamHylo U MapKeTUHIOBYHO AeATeNbHOCTb

BaHKa.

2. Hacroawue [lpaBuna pa3spaboTaHbl Ha ocHoBaHuu 3akoHa PA “O 6aHkax u 6aHKOBCKOIA
AeAtenbHOCTM”, apyrmx 3akoHoB PA, HopmaTuBHbIX npaBoBbix akToB CoseTa LleHTpanbHoro barka
PA, a Takie BHyTpeHHUX NpaBoBbix akToB baHKa.

3. Hactoauwue lNpaBuna pacnpocTpaHAIOTCA Ha B3aMMOOTHOLLEHUA Mexpay BaHkom n knveHTamu,

a Tak € Ha B3aMMOOTHOLUEHNA MEXOY baHkom u nOpy‘WlTeﬂﬂMM.

4. Tlo Tpebosanuto Knuenta / [lopyuntensa baHk moxer OecnnaTHO npefocTaBUTb KOMUKO

HacToaLmx [Npasun.
5.  Bnapenbuem Hactoawmx lNpaeun asnaetca Cnyxba koHTpona (compliance).
IMABA 2. OCHOBHBbIE NMOHATUA U ABBPEBUATYPbI
6. B HacToawmx MNpaBunax ucnonb3ytoTca cnefytoLme OCHOBHblE MOHATUA U abbpeBnaTypbi:

1) Bknaguumk - rpaxpgaHuH, 3aknouuBwuii ¢ baHkom poroBop BKnaja B COOTBETCTBUM C
TpeboBaHmamM 3akoHa PA "O npusneyeHnn 6aHKOBCKMX BKNagoB".

2) lNortpeburtenb/3aemuwmuk/CosaemMwuk - B pamkax HactoAwwmx [lpaBun B cootBetcTBUM C
3aKoHoM PA «O notpebutenbckom KpeanuToBaHUN»:

a. Pusnyeckoe nNnLO, NojasLLEe 3aABKY Ha KPeauT U/Mnn NoANUCaBLLEE KPEAUTHbII LOroBOP B LEenax
3aKkas3a unm npuobpeTteHua Toeapos (paboT, ycnyr), npefHasHaYeHHbIX UCKNKOYUTENLHO A8 ANYHOrO,
CeMeHOro, [OMAaLUHEro WAW MHOTrO WCMONb30BaHWA, HE CBA3AHHOIO C MpPeAIpUHUMATENbLCKON

[NEATENbHOCTbIO;
6. Pu3nyeckoe NMLO UK YaCTHBIN NpesnpUHUMaTENb, NONYYatoLLUA CENCKOXO3ANCTBEHHbIN KPeauT;

B. MOMyyalolLlaa KPEeaWT CBepxmanad MpeanpuHUMaTeNbCckas OpraHu3auMa U UHAMBUAYaNbHbIN
npeanpvHUMaTenb, ycTaHoBEHHble 3akoHoM PA "O rocypapcTBeHHOI NofaepKe Manoro u CpegHero

npeanpuHUmaTenbcTea’.

3)  KnueHT - topuguyeckoe nuLO, WHAMBWAYaNbHbIN NpeanpuHUMaTens uan U3nyHeckoe nnLo,
KOTOpoe Mosb3yeTca Kakoit-nnbo ycnyroit baHka, uam obpatunock B baHk C uenbio nonb3osaHuA
3TUMK yCnyramu.

4)  Manoba-tpeboBaHue - nucbmeHHaa xanoba, npegbaABneHHaa KnueHTom (Mnu ¢ cornacua
KnueHTa yepes lNpumuputena duHaHCcoBOI cuctembl) baHky B cBA3M C HapyluieHvem baHkom cBoux
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00A3aTeNbCTB NMPU NPEJOCTaBAEHUN YCYr, KOTOPas COAEPHUT UMYLLLECTBEHHOE TPEDOBAHME, a TaKMKE
}anoObl OTHOCUTENbHO KPEAUTHOW WHopMaLuu, ycTaHoBneHHONW 3akoHom PA "O6 o6opote
KPEAMTHO MHOpMaLMM U AEATENbHOCTU KpeauTHbIX 6ropo”, KoTopble MOryT ObiTb Take
HeMmyULeCTBEHHOrO xapaktepa OHO JOMKHO copepxaTb Mo KpaliHeil mepe umA 1 dcammnnio Knnenta
(B cnyyae OPWUAWNYECKUX WL, — TMOJHOE HaMMEHOBaHWE), CPeAcTBa obpaTHOW CBA3M (MecTo
HKUTENbCTBA/ afpec AEATENBHOCTU UK SNEKTPOHHBIN aapec U TenedoHHbIN HOMEp), MOANUCH, a TaKkKe
onucaHwve *anobbl-TpeboBaHuA.

5) Wndopmauus, nognexauian obsszarenbHOMy npefocTaBieHUIo — MHOPMALLMA, KOTopas B
obasaTenbHOM MopAAKe AoMKHa npefocTaBnATbeA BaHkom Bknaguuky unu Motpebutento B TeyeHue
AeNCcTBMA QOoroBopa BKNafja Unu KpeautoBanua (panee - [lorosop), BKAtoYan:

a. A3MEHEHNE HOMWUHANbHOM I'lpOU,eHTHOﬁ CTaBKWU;
6. A3MEHEHME NOopALKa KOMMYHUKaL U MEXOY CTOPOHaMWU;

B.  /A3MEHEHWA HOPMaTUBHbIX AaKTOB, KOTOpble HEMNOCPEACTBEHHO BAMAIOT Ha YCTaHOBNEHHbIE
[oroeopom npaea n obaszaHHoCTM KnneHTa;

r.  A3MEHeHMA OOLLMX YCNOBUIA YCIyr U UHBIX MnaTexei;

A.  A3MEHeHMe Npo4mx oBCTOATENLCTB, KOTOPbIE HEMOCPEACTBEHHO BAUAIOT Ha npasa, 00A3aHHOCTU
M OTBETCTBEHHOCTb CTOPOH Mo [lorosopy, BKAlO4as O NpepocTaBAeHUM MHOPMaLUKU B KPEeAUTHOE
Bropo.

e. 06 u3meHeHMAX MHdOpMaL MK, yCcTaHOBMEHHON 4acTbto 1 ctatby 8 3akoHa PA "O6 unoteyHom
KpeautoBaHum",

é. nucbMeHHaa uHdpopmauua o6 obasatenbctBax [loTpebutens M ocHoBax WX MOOUCXOMAEHUA W
noralLeHumAxX, BKAOYaA: OrpaHUYEHHbIVi NepeYyeHb Mep OTBETCTBEHHOCTW (MeHWuil unu nbbix UHbIX
mMep, OoTpuuaTenbHO Bo3geicTByroMX Ha [loTpebutens), npumeHsembix bBaHkom B cnyvae He
rnoralLeHna uan HeHagnexallero norawenua [otpebutenem obazatencbTs No KpegUTHOMY JOroBOpPY,
cnyvyan v NopAajoK UX NPUMEHEHUA.

6) OTBeTCTBEHHbI# COTPYAHMK - COTPygHMK bDaHKa, OTBETCTBEHHbIi 3a npegocTaBneHue
Heobxogumoii MHdopmauun  KnueHty, npepbABuBlIemMy xanoby-TpeboBaHue bBanky, npuém u
perncTpauuio xanob-tpebosaHuii M OTNPaBKY OTBETOB, @ TaKME KOHTPONMPYHOLLIMIA MPOLLECC U3YYeEHNA
1 OTBETa Ha Manoby-TpebosaHue.

7)  Topyuutenb — no [OroBopy MOpy4YUTENbCTBA (PU3NYECKOE NMLLO, HECYLLEee CONMUAapHyH C
MoTpeduTenem (ecnm nHoe He NpefyCMOTPEHO 3aKOHOM) OTBETCTBEHHOCTb 3@ MOMIHOE MM YacTUYHOE
ncnonHeHue obA3aTenbCTBa Nepef, KPeLuToOpoM.

8) ABTomMaTuyeckoe YCTPOWCTBO JANs OCYLLeCTBNEeHUA (PpUHAHCOBbIX onepauuii - (nanee
AYO®O) yctpoiictBo camoobcnysuBaHua, npefHasHayeHHOe pAfAa  CAyKebHOro WA  BHELLHEro
nonb3oBaHKA, KoTopoe obecneymBaeT OcyLecTBleHne PUHAHCOBbIX onepauuii 6e3 noaTsepMaeHuA

paboTHMKa hrHaAHCOBOI OpraHu3aLum,

9) ConpsxeHHaa ycnyra- 3Ta yciayra, KoTopas MnpeffnaraetcA B €AWHOM MaKeTe BMECTe C
OCHOBHOIA ycnyroid. B cny4yae npepocTaBneHWA COMPAMEHHON ycnyru OTAENbHO OT OCHOBHOW, OHa
NMEET MHble YCNOBWA NPefoCTaBAeHNs.
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10) BcnomorartenbHasa ycnyra- 3Ta ycnyra, KOTopas MpegnaraeTtcA OfHOBPEMEHHO C OCHOBHOW
YCAyroM, B Ka4ecTBe OTAENbHOI yCnyru.

11)  OcHoBHas ycnyra- 3Ta ycnyra, Kotopas nepBooyepefHo 6bina npepnoxeHa Kaventy uan gna
nony4eHna Kotopoit Knment obpatunca B BaHk.

IMABA 3. OCHOBHBbIE NMPUHUMUIMbI NPEAOCTABJIEHNA YCINYI BAHKOM

7. bank npepnaraet ofHu 1 Te xe ycnyru Bcem KnmeHTam, BHe 3aBUCMMOCTU OT UX HaLMOHabHOIA,
NOANTVYECKOW, PENUIMO3HON W rEHAEPHON NPUHAANEKHOCTM, (PMHAHCOBbLIX MAKM NPOCECCUOHANbHbIX
BO3MOMHOCTel, yBamaa Kamporo Knuenta. OpHako, npu npepoctaBneHun ycnyr Knuentam, bank
BMpaBE NPUMEHUTb CNeAyoLLMe NOAXOAbI:

1)  cTkasaTbCA OT MNpPEAOCTaBNEHUA YCNyru, €CAW OHa He COOTBETCTBYeT TpeboBaHWAM WM
YCNOBWAM, YCTaHOBMEHHbIM YcTaBom BaHka nnn UHbIMKM BHYTPEHHUMU NpaBoBbIMK akTammn BaHka;

2)  rpWMeHATb pa3Hble Tapudbl, UCXOAA U3 XapakTepa W noTeHuuana npeacraBae{Horo KnuneHtrom
busHeca/0X00B, MM Ha OCHOBaHUM OLEHKU PUCKa;

3)  cbecneynTb pasHble yCnoBUA Ana KNMEHTOB, UCXOAA W3 XapaKTepa UX AEATENbHOCTU UM UHbIX
chakTOpOB.

4)  packpbiTb Te YCnyru, Kotopble AelCTBUTENbHO Heobxoaumbl KnueHty u moryt B Gonblueid
CTeneHu  yAOBNeTBOPUTb  HywfAbl KnueHTa, obecneunB  Heobxogumyto  MHDOPMaLMIO O
npefocTaBAAemMoil ycnyre.

8. baHk CTPEMUTBLCA MOCTOAHHO 06HOBNATL U COBEPLUEHCTBOBAaTb BUAObl OKa3blBa€MbIX YCnyr, a
TaKX€ TEXHONOIMMYECKNE peLLEHNA, B COOTBETCTBUU C ﬂOTpE6HOCTHMM KnuneHToB.

IMABA 4. ®OPMA N NOPANOK MNPEABABIIEHUA U NMPELOCTABJIEHUA
NHPOPMALUUN BAHKOM KIIMEHTAM

9.  Wndopmauua ob ycnyrax npepoctanaerca baHkom KnmernTtam cnepyrommmn cnocobamu:

1)  yctHo - Ha Tepputopunm bBaHka wnu no TenedoHy, NyTEM NpPefoOCTEBAEHUA YCTHOIA
nHopmaLuu;
2)  nytém nybnukauum - Ha opuuManbHOM MHTepHeT-cailTe BaHka, wau caenaB JOCTYNHOW Ha

WHTEPHET cailTax CpefCcTB MaccoBO MHpopMaLuu, a Takxe B nomeleHun baHka;

3) ruyHo B BaHKke — npepocTaBNEHWEM NNYHO B PYKM B MOMELLEHMM /B MyHKTax obCnyuBaHUA
baHkKa;

4)  cpepctBamuM  MOYTOBOW CBA3M — MNyTéM OTNpaBkM MO MOYTOBOMY ajpecy, 3apaHee
npegocTaBneHHoMy KaneHTtom;

5)  CpeacTBamMu 3MEKTPOHHOI CBA3W — MYTEM OTMPaBKW COOOLLLEHUI MO 3NEKTPOHHOMY MOYTOBOMY
agpecy unu TenedpOHHOMY HOMepY, 3apaHee npefocTaBneHHomy KnueHtowm;
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6) nocpencTBOM 3NEKTPOHHOW MAowWwafku (Hanpumep, OHMaKH NAaTgOPMbl, B TMYHOM KabuHeTte

Ha HTepHeT caiite banka, Mobaiin 6aHKWHI 1 T.M.).

10.  WMucbopmauma, nopnexalias obAsatenbHOMY NPesbABAEHWIO COracHO HactoAawwmm [pasunam,
Bbigaérca [lotpebutento n Bknapgumky no cpepctBam cBA3W, 3apaHee BblOpaHHbIM M MUCbMEHHO
NPELOCTaBAEHHbIM UMK, a B Cnyvae, ecnn KnneHT He OTRaéT npepnouTeHue Kakomy-nubo metomy
CBA3M WM He NpefocTaBnAeT WX MO METOfy CBA3W, NPefyCMOTPEHHOMY 3akoHoaaTenbcTBoM PA mns
npegoctaeneHna Mudpopmauumn, nopnexaileii obazaTenbHOMy NpefocTaBAeHUo, B pamkax AaHHOro
npogykTa.

1. Wncpopmauma o6 okasbiBaembix baHkom ycnyrax poctynHa Bcem KaveHtam B 3anax
obcnyxmnsaHna KnueHTtoB, Ha uMHTepHeT-caiiTe BaHka, a Takke B opuLManbHOM MHGOPMALMOHHOM
cnpaBcyHMKe baHKa.

12. B cnyvae wusmeHeHuA WHdoOpMauum, NpefocTaBAeHHOW Ha OgULMaNbHOM WHTEpPHET-caiiTe
banka, uHcopmauma obHosnseTca He nospHee, Yem B TeyeHue 3-x paboynx AHEN nocne N3mMeHeHus,
OAHaKO He MO3AHEe, YeM [0 MOMEHTA OKasaHWA YCAyr COrMacHO 3TUM W3MEHEHUAM, €ecnu
3aKkoHcgaTenbcTeoM PA unm HopmaTtuBHbIMU akTamu LieHTpanbHoro 6aHka He NpefycMoTPEHO UHOE.

13. B otpgenbHbIx cnyyasx ycTaHOBMEHHbIX 3akoHoAaTenbcTBom PA, nHopmaLma o HOBbIX ycnyrax,
npepocTaeBnAembix BaHkom, unu 06 M3MeHeHWM ycnosuit ycnyr, MoMeT ObiTb NpepacTaBneHa TaKMme
cpeAcTBamm MaccoBoii MHpopMaLLuu.

[MABA 5. COOEPMAHUE UHOPMALLUM, NPEJOCTABIAEMOW BAHKOM KIIMEHTY
0,0 3AKTFOYEHUA [,OTOBOPA

14.  Jo 3aknoyeHna [orosopa c HKnueHTom, baHk npepoctaBnser KnaneHTy Kak MUHUMYM
cneaytoLLyro MHdopmaLMio 0 npepnoynTaemoil Knuentom yenyre:

1)  raumeHoBaHue ycnyru;

2)  ycnoBusa ycnyru;

3)  Tapudbl ycnyru;

4)  rpasa u obaszaHHocTu KnaneHTa no 3akntovaemomy [lorosopy;

5) ecnm bBaHk napannenbHO MpefoOCTaBAEHUIO OCHOBHOW ycnyrn npegnaraer  Kakyro-nmbo
COMPAMEHHYIO WAU BCMOMOraTeNbHYIO YCAyry WAu WHyto OOHYCHYHO (MOOLLPUTENbHYHO) ycnyry, B
npouecce npepocTaBneHuna KnueHTy uHdopmauum O  COMPAMEHHON WM BCMOMOraTenbHOW Wnu
6oHycHoll ycnyre BaHk npupaepxusaerca TpeboBaHwii nyHkTa 15 HactoAawwmx [lpaBun, a Takxe
yBegomnAer KnueHta o npaBe KnueHTa oTKasaTbCA OT MOMyYeHUA BCrOMOraTefNbHOW unu 6oHycHOM

ycayru.

15.  [o 3akntoueHua [oroeopa c lNotpebutenem n Brnagumkom baHk npegocTaBnaer Kak MUHUMYM
cneayroLLyto MHdopMaLmMio:

1) ycTHO pa3bAcHAET emy  CyWHOCTb (BMfA) WM CYyLLECTBEHHbIE YCNOBUA WHTEPECYHOLLEN €ro
KOHKPETHOI ycnyru (MPOLEHTHbIEe CTaBKWU, CPOKM, Cly4yan BO3HUKHOBEHUA 1 0ObeM NMPOYMUX Pacxofos,
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CBA3aHHbIX C NPEAOCTaBNEHNEM YCAyru, npoyne obasatenbHble BbINaThbl, UCHEPMbIBaOLLMIA CMUCOK
MPUMEHAEMbIX MEP OTBETCTBEHHOCTM (WUTPadoB MAM NPOYMX MEP, YXYALUAIOWMX MONOKEHUE
MoTpebutena), cnyyan nx NPUMEHEHUs;

2) yCT40 pa3bACHAET OCHOBHblE BEPOATHbIE PUCKU, KOTOPbIE MOTYT BO3HWUKHYTb MPU UCMONb30BaHMM
KOHKPETHOI ycnyrn (Hanpumep, T€ PUCKU, KOTOpbl€ BO3HMKAOT B PE3ynbTaTe HE MCMONHEHWA MW
HeHajnexalero ncnonHexnua lotpebutenem ceoux obasatenbcts, KonebaHUA KypcoB WHOCTPaHHOM
Ba/1tOTbl, NOCNEACTBMA AOCPOYHOrO NpeKpaLleHna forosopa u 1.4.);

3) NPEACTABNAET BO3MOMHOCTb NpeLOCTaBIEHUA KﬂMeHTy [OCTAaTOYHOro BpeEMEHN AnA O3HAKOMNEHUA
C NONGHKEHNAMU ,l],orosopa

4) ycTHO NpepoCTaBAAET CMUCOK UHbIX YCAYr, KOTOPbIE aHANOrMyYHbl MHTepecytoLleit KnneHTy ycnyre;

5) yct+40 nHdopmmpyert Motpebutena n Brnagunka o npase nonyyeHns uHdopmauum, nognematlei
obAsatenbHOMy NpPefoCTaBAeHUIO (BbIMUCKW, YBEAOMIEHMA WU T.M.), MOCPEACTBOM METOAa CBA3M,
YCTaHOBIEHHOrO 3aKOHOM, a Takxe o npase [loTpebutena n Bxnaguuka Bblbopa nonyveHua
yKasarHoil nHgopmaLMn No NPoYMM METoAam CBA3M, a TakMKe Cnocob, NepUoAMYHOCTb U CPOKMU WX
npeaocTaBneHuns;

6) ycTHO 0bbACHAET noOpAfJOK MpefocTaBneHua TpeboBaHWUiA, BO3HMKLLMX MOCNe 3aKIloYeHUs
[orosopa (3asBneHus, sanobbl, 3anpoca) baHKy, a TakKe npoueaypy PacCMOTPEHWA W CPOKM
n3yyenua TpeboBaHuii;

7) ycTHO uHcpopmupyet KnneHTa o BO3MOMKHOCTM 3alLuUTbl CBOUX NpaB B CyAeOHOM NnopafKe, a Takke
c nomowbto [Npummputensa duHaHcoBoit cuctembl PA, a B cnydae Haamyma apbuTpamHoro
COTNaLIEHUA — TaKKe C MOMOLLbIO apbutpaxHoro TpubyHana. Bmecte ¢ obbacHeHuamu, Bark
npegocTaBnAer dopmy “Yto penatb, ecnm y Bac ecTb anoba”’ cornacHo petseHuto N225-H
LleHTpanbHoro 6aHka PA ot 28.07.2009r. “O6 ytBepxpaeHun pernameHta 8/04 o MUHUMaNbHbIX
YCNOBWAX W MNpPUHUMNAX, NPeAbABAAEMbIX K BHYTPEHHUM NpPaBOBbIM aKTam, PeryanpyroLLm
npoueaypy paccMoTpeHus anob-tpebosanunii KnneHto”.

8) yctHo wuHcopmupyet [loTpebutens o ero npase U MNOPAJKE WCMOAb30BaHWUA BpPEMEHU [1A

pPa3mMbILLIEHUA]

9) yctHo obbAcHAeT [loTpebuTento cyTb U 3HAYMMOCTb KPEAWUTHOW WCTOPUMN, OLEHKWU KPEeAnTHOro
CKopa, NPYMEHAEMOM TUMNE CKOPa, OCHOBHbIX (haKTopax, BAMAIOLLMX HAa CKOP, a TaK#e, [0 NonyYyeHua
cornacusa Ha BbINONHEHWE 3anpoca, MHPOPMUPYET O BAMAHUU KPEAUTHOrO 3anpoca Ha OLEHKY CKopa,
yKasaB TWMN CKOpa W Hanpas/iieHue BANAHUA AeliCTBUA.

10) ycTHO uHcbopmupyeT KnueHTa o ero npase Ha JOCPOYHOE MoralleHue 3af0/MKEHHOCTN COrnacHo
KPELAWTHOMY [OroBOpY, a TakKe O TOM, YTO B C/yyae AOCPOYHOrO MOrall€HWUA 3afOMMEHHOCTU
COrnacHo KpeauTHOMY JAOroBopy cymma obLuero pacxofa no KpeauTy nponopLMoHanbHO CHUMAETCA
n yto BaHK He MMeeT NMpaBoO Ha MpUMeHeHue Kakoro-nnbo wWTpada 3a JOCPOYHOE noralleHue, a B
ClyyaeB WMOTEYHOrO KpeamTa: O BO3MOMHOCTM Bblbopa MeTofa [AOCPOYHOrO MoratleHus,
yctaHoBneHHoro nyHkTamu 1 n 2 yactn 1 ctatbn 13 3akona PA “O6 unoteyHom KpepmtoosaHun”, a
TaKKe O TMpWMEHAEMbIX neHuAx/WwTpadax M  MNpoynMx  HebnaronpuATHbIX  MOCNEACTBUAX,
YCTaHOB/EHHbIX 3aKOHOM;
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11) B cyyae unoteyHeoro KpeamuTta ycTHO MHApoOpMUpYeT Takxe o npasax [oTpebuTens, cBA3aHHbIX C
3aKNIOYEHNEM KPEQUTHOrO [O0roBopa, YCTaHOBAEHHbIX cTaTbell 6 3akoHa PA “O6 wunoteyHom
KpeautooBaHun”, a Takxe o npaeax [loTpebutena B cnyyYae M3MeHeHWIi KpegWTHOro [Orosopa, B
cooTBeTcTBUUM cO cTaTbelt 10 3aKoHa.

12) nocne nNPUHATUA NONOMUTENBHOMO  PELUEHUA NO KpeauTHON 3aABke KnveHTy BblgaeTca
MnpmeupyanbHblii nucToK, cornacHo pewenuto  Coseta LleHTpabaHka PA N 229-H ot 2009 r. 28
miona  “06 yreepwpenun [lonomenua 8/05 “lMpaBuna penosoro nosefeHvA (PUHAHCOBbIX
opraHusauunii ” (panee - nansugyanbHblii IUCTOK). :

16.  Jo 3akntoyeHua KpeputHoro gorosopa ¢ [loTpebutenem BaHk npepocTaBnseT cosaemiiykam
cneayroLLyto MHdopMaLmo:

1) 0bbACHAET CyLLIECTBEHHbIE YCNOBUA KpeauTa, B Cly4ae NOTPedUTENbCKOro KpeanTa;

2) npepynpexpaer o6 oTpuuaTenbHbIX MOCNEACTBUAX, CBA3AHHbLIX C WUCMOAHEHUEN/HENCMONHEHNEM
cBOUX 0DA3ATENLCTB MO KPeauTy;

3) cocbuyaer o cpokax 1 nopagke otnpasneHna nHcopmaumum B KpegutHoe bBropo.

17. Ecnn baHk oTkasbiBaeT B npegocTasneHun ycnyru [lotpebutento, npegocTaBuBLLEMY
MUCbMEHHOE 3aABfieHne (3aABKY, 3anpoc) Ha obcnyxuBaHue, TO B TeyeHue 2-x pabounx gHeil nocne
npuHaTua BaHkom paHHOro pelueHua baHK B mucbmeHHOW chopme (31€KTPOHHOE COOobLLEHME Wn
nuyHo B baHke) nHdopmupyet 06 atom lNoTpebutens, ¢ nogpobHbIM ykazaHWEM NPUYMH OTKa3a.

18. TMoaTBepmaeHne ycTHOI MHpopMaLMK, ycTaHaBneHHoi nyHkTamu 14-16 HactoAawwmx [lpasun,
ocywiectenaerca KnueHtom B ciayyae nopayn MM 3aABKM Ha COOTBETCTBYHOLLYIO YCayry wau
3aKNKOYEHUEM C MOCNefHWM JOoroBopa O NPEROCTaBNEHUN COOTBETCTBYHOLLIMX YCAyr, MOAMUCaHnem
MOATBEPMAEHNA O NMOMAYYEHUN YCTHOM MHGOPMALMKM CO CTOPOHbI KnneHTa B 3aABKe/A0roBOpe AaHHO
ycnyri. [pu nopavye 3adABKM Ha MONb30BaHUE KPEAUTHbIMK MAWM MHbIMKU ycnyramu baHk nucbMeHHO
npeaccraender KnueHty uHcopmaumio o 3anpocax o notpebutene us KpeautHoro 6ropo, KoTopas,
Kak MUHMMYM, BKIHOYAET LieNb BbIMOAHAEMbIX 3aMpocoB OTAENbHbIMK CTPOKaMK, CPOK 3anpoca, Ha
KOTOpbIi [aeTca cornacue, a TakKe BAMAHWE Ha KPeAUTHbIN CKOp. A ecnn cornacue Ha BbINONHEHWE
3anpocoB ABNAETCA 0bA3aTeNbHbIM YCIIOBUEM ANA NOJAYMN 3aABKK, TO BaHK TakKe oTMeYaeT 1 3To.

19. B cnyvae, ecnn baHk ocylieTcBTANET npefocTaBneHve ycnyr 3a Mpeaenamum ero TeppTropuu
neatenbHocTu, BaHk obecneynBaeTr packpbiTue U npegoctasBneHve KaneHTy co CTOPCHbI TPETbUX NN
nHopmaLLMu 0 AaHHOI ycnyre B COOTBETCBUM C TpeboBaHuAMK HacToAwmx [1pasun.

[MABA 6. COJLEPYAHUE UHOPMALIUU, NPEJOCTAB/IAEMOW BAHKOM K/IMEHTY
MPU 3AKIFOYEHWUM J,OrOBOPA U B TEYEHUE ErO JEACTBUA

20. TMpu 3akntodeHun ¢ KnueHtom foroBopa O npefoctaBneHun Kakoil-nnbo ycnyru, bank
npegoctaBndetr KnueHtam wuHdopmaumo o npepnaraembix baHKom ycnyrax, pyKOBOACTBYACH
3akoHomatenbctBoM PA no perynupoBaHuio peAatenbHoCTM BaHKOB 1 HOpMaTUBHbLIMK - aKTamu

LleHTpanbHoro 6aHka PA.

21.  Tpwn 3akntoyeHun [lorosopa, a TakXe B Te4YeHWe BCero cpoka fAeiictena [orosopa KnneHTbl
MOTYT Ha MeCTe O3HAaKOMUTbCA C Tapudamum W YCIOBMAMM OKasaHuA ycnyr, apyroit nybnu4Hom

(obierocTynHoit) nHdopmaLmeit.
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22.  [lpw 3akntoueHun KpeauTHoro gorosopa c MoTpebutenem bark npegocTasnaet MotpebuTenio u
Cosaemuwnky (npu  Hanuumm) 1 3K3eMNNAp 3aKIKOHAEMOro KPEAWUTHOro [OoroBopa BMecTe C
COOTBETCTBYHOLLIUMY YCNIOBUAMM, ABMAIOLLMMICA HEOTLEMAEMOIA HacTbIO JOroBopa (YCnoBuA NpoayKTa,
npoueaypbl, Tapudpbl U npoyee), a B cnyyae MoTpebUTENbCKOrO Kpeauta — Takike 1 aksemnnap
WHauBugyanbHOro nucTka [0 3aKniodeHuAa  goroBopa. B ciyvae  unoteuHoro  kpeauta
WHaneupyanbHblil  nuCToK  npegocTtaBnserca  [loTpebuTento TakKe B KayecTBS MUCbMEHHOro
npegnoxeHns - odepTbl, yCTaHOBAEHHOI cTaTbell 6 3akoHa PA “O6 unoteyHom KpegputoBaHum”,
ecnu Bmecte ¢ MHanBnayanbHbIM TMCTKOM NPEROCTABAAETCA TaKKe NMPOEKT KPELUTHOrO fOroBopa.

23. Ysepgomnenne HKnuneHToB 06 M3MEHEHMM YCMOBMIA  yClyr, OKasblBaeMbIX  KiueTy,
OCYLLLECTB/IAETCA  COrNlaCHO  MOPAfAKY, YCTaHOBMAEHHOMy [OrOBOPOM MPEAOCTaBAEeHWUA  yCnyr,
3aK/104eHHOM Mmexfay bavkom u KnueHtom, no cpepctBam CBA3W, YCTaHOBNEHHbIM B MyHKTe 9
HacToAwwmx [paBun, 3a nckoYeHnem nHdopmaLum, nogiexalleii obasaTenbHOMY NPefOCTaBAEHMIO
lMoTpebutento n Bknapunky, Kotopas Bbigaérca cornacHo nyHkTy 10 HactoAwmx MMpasun.

24. B Tex cnyvasx, Korpa nognexatas obasarenbHoMy npefocTaBneHunto MHopmauma cooblaerca
no TenedoHy, coTpyAHUK baHka:

1) coo0bLLaeT CBOE UMA, a TakKe HaumeHoBaHue baHka;

2)  Fa [OCTYNMHOM NUTEPATYPHOM apMAHCKOM A3bIKE — €CK MO COrnacuio CTopoH oblieHue Ha
VHOM A3bIKE He NPeAycMOTPeHO, COObLLaeT O LEeNu 3BOHKa,;

3)  coobuiaert, 4TO TENedOHHbI Pa3roBop 3anuCcbiBaeTCA;
4)  rpu xenaHun KnneHta npekpalyaet TeneoHHbIN pa3roBop 1 3BOHUT KnueHTy nosxe.

25. E cnyvae opHoctopoHHero usmeHeHua baHkom uHdopmauun, nopnexatleii obasatensHomy
NnpefocTaBneHnto, yBegomneHne ob nameHeHnmn npegocrtaenaetca Notpebutento unm Brknaguvky nocne
MPUHATUA PELLEHNA O COOTBETCTBYIOLLLEM WM3MEHEHWU, HO He Mo3fHee, 4Yem 3a 7/ paboumx fHeil Ao
BCTYM/IEHNA PELUeHWA B CUAY, B WHbIX CAyyYasx yBefomneHue o6 W3MEHEHUM B MNOAjexalLiel
obazatenbHoMy npepfocTaBneHunto MHdgopmauuu npegoctasnaetca KnueHTy no npeanoytutensHomy
MM METOfy CBA3M He Mo3gHee, Yem yepes 7 paboymx AHEN nocne ocyLLeCcTBAEHNA COOTBETCTBYHOLLETO
M3MEHEHNA N MHCPOPMMPOBAHUA CO CTOPOHbI BaHKa.

26. B cnyyae, korpa B TeyeHue peiictBuAa porosopa [loTpebutenbunu Bknagumk obHanuuusaet
CYMMy Kpeguta unu Aenosuta npu nomMowm coTpyaHuka baHka M c Hero B3umaetca Kakas-nnbo
KomMuceuA, TO COTpPyAHMK bBaHka ycTHO u/unm nucbmeHHo coobaer o6 atom [lotpebutento wu
NPOAOIKAET COOTBETCTBYHOLLLYHO TpaH3aKLMto nocne cornacua Knuexra c cymmoit kKomucuu.

27. B cnydae He wucnonHeHuAa nnbo HeHagnemallero wucnonHenus [lotpe€utenem, cBoux
oba3aTenbCTB A0 NpefocTaBAeHNA MHOPMaL MK O NocnefHemM B KpeauTHoe 6ropo, BaHk nocpeacreom
CMC wn/'vnn snektporHoro coobuyenua nHdopmmpyet 06 stom [NoTpebutens.

28. B cnyyae, Korpa B rpachuke rnoralleHuA KpeauTa MPOUCXOJAT WU3MEHEHWA, CBA3aHHble C
AOCPOYHbIM MOralleHWeM Kpejuta co CTOpPOHbl [loTpebutena, uameHeHUWEM MPOLLEHTHON CTaBKM U
npoynmmn obctoAatenbcteamu, baHk npu xenaHun [loTpebutens B TeYeHME MaKCUMyM O[HOIO
paboye o pgHA becnnaTHO nNpepoCTaBNAeT HOBbI rpacuk noralleHua METOLOM  CBA3M,
npegnoyntaembim [Motpebutenem/CosaemMMKOM (MMYHO B PyKW, 3NEKTPOHHAA nodta u npovee). B
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cryqae Bblbopa MOYTOBOI CBA3N HOBbIN rpadhuk MoralleHna KpeanTa NpefocTaBiAeTCa B TeYeHne 3-
5 pabouunx gHeit.

29. MuHumym 3a 1 geHb 00 AHA noralleHua obA3aTenbCTB MotpebutenembaHk, nyTem KOpoOTKOro
becnnatHoro coobuermna (cornacHo Bbibopy KnuenTa), nM6o Mo 3neKTpoHHOI nouTte, MHdOpPMUPYeT
Motpedutens/Cosaemuimka 06 06A3aHHOCTM MOralleHWA KpeauTa, a Tak¥e O TOM, 4YTO B Ciyyae
HEBbINONHEHWUA UM HEHAJIEXALLLETO BbINOMHEHUA AaHHOro 06A3aTenbCTBa CO CTOPOHbI MOC/TEAHErO,
B YCTaHOB/IEHHOM mopsAake uHdpopmauma o [lotpebutene/Cosaemiinke OymeT HanpaeneHa B
KpeauTHoe 6ropo n Kpeputhblii peructp LleHTpanbHoro 6aHka PA.

30. Kampapiii pa3, Korpa fenaetca KpefuTHbli 3anpoc B oTHoweHuu [oTpebuteneii, u, ecan atot
3anpoc NoBAKAET Ha OLLEHKY KPeAMUTHOro ckopa, baHk coobuiaer 06 aTom B TeuyeHne 2 paboyux fHeit
nocne 3ampoca: ykasas faTy, Uenb M TUN 3anpoca, a Takwe MH(OPMaLWIO MAU CCbIIKY Ha
COOTBETCTBYIOLLYIO CTpaHULYy WHTEepHEeT-caiiTa(oB), COAepMallyto WH(OPMaLMD O  KpeauTHOI
NCTOPWN/KPEAUTHOM CKOpe, yKasaHHOM B noanyHkte 9 nyHkta 15 HactoAwwmx [Mpasun. BaHk
coobuiaet 31y uHdopmaumto MNotpebutenam becnnatHo NOCPeACTBOM 3MEKTPOHHOTO coobierua. [Mpu
OTCyTCTBUM nocnegHero baHk uHdopmupyet [loTpebuteneit apyrumm  [oCTynHbIMM - cniocobamm
(Hanpumep: NOCPeACTBOM KOPOTKOro cooblueHuns, nmyHo B baHke nam no noure).

[MTABA 7. MOPALOK U MPABWIIA KOMMYHUKALLUIA C MOPYYUTENAMM

31.  [o 3akntoyeHua Jorosopa Mopyuutenbctsa U gorosopa o6 obAsatenbcrsax, obecrneyeHHbIX
NCPyYUTENLCTBOM (KPEAMTHOrO JOroBopa Mau [Orosopa WHOro npopykra), bakx nHdopmupyet
MopyunTena O CyLW,ECTBEHHbIX YCNOBMAX [AOroBOpa MOpy4YMTENbCTBA W jorosopa 06
o€AsartenbcTBax, 0b6ecneyeHHbIX NOpPy4YMTENbCTBOM (MPOLLEHTHAA CTaBKa Kpeguta, CPoKM, cryyau
1 D6beMbl BO3HMKHOBEHWA PacXofoB, CBA3aHHbIX C NPEAOCTABNEHNEM KpeauTa, a TakKe npounx
oBA3aTenbHbIX PacxofoB, NMPUMEHUMbIX MEpax OTBETCTBEHHOCTU), MpefocTaBAAeT MHOpMaL o
06 yxyALIeHWn KpeauTHo mctopun [lopyuutens, o npefocTaBneHUN B KPEAWTHbLIN PErncTp w
KpeauTHoe bropo MHdopmauun ob obasatenbctse, ero pasvepe u o [opyuutene, u o nopagke
paspelleHna CropoB, B CAy4ae HEUCMONAHEHMA 00A3aTenbCTB CO CTOPOHbl  3aeMLMKa
(co3aemLumKa, AONMHUKA).

32. baHk npepgoctaenAer [lopyunTento no OAHOMY 3K3EeMMAAPY [OrOBOPOB MOPY4UTENbCTBA M
obaszatenbcTBa, O0OECMEYEHHOro MOPYYMTENbCTBOM (B TOM 4WUCNe KaneHpapHoro rpaduka
noralleHna KpeauTa) — opurmHan uam Konuto ¢ otmeTkoid “C opurnHanom BepHo”.

33. B pamkax 3akntoueHua gorosopa nopyuntensctsa [lopyuntens nponucblo, Ha A3bike JOrosopa
nopyuntensctea  ykasbisaeT: “H  (P.M.0./HanmeHoBaHWe) rapaHTMpylO  WUCMONHEHMe
obasatenbctea (P./.0./HaumeHoBaHMe) Ha cymmy - -—- W CO3Halo, 4TO B CnyYas
HEACNONAHEHNA nocnegHum obasatenbcTea, ero o6A3yloCb WUCMOAHWUTL A, a TaKkKe TO, YTO
YXYALUMTCA MOA KPEAUTHAA UCTOPUA U A BO3MOMHO NNLLYCb COBCTBEHHOrO MMyLLLECTBa .

34.B cnyyae, korpa [lopyuutenb He B COCTOAHWM WCMONHUTL TpeboBaHWE TEKCTa MPOMUCHIO,
npegycmoTpeHHoe nyHkTom 33 Hactoawwmx [lpasun, bank obsaszaH obecneynTb ucnonHeHue
pa-4Horo TpeboBaHMA WMHbIM crnocobom (Hanpumep MOCPEACTBOM BUAEO3ANUCU), C YCIOBUEM
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39.

36.

37.

38.

Coweoocmyniviil

COXpaHEHUA OCHOBaHWU CbMKCVIpOBaHVIFl AaHHOIO q)ama B TEYEHME MUHUMYM NATU JIET NO
MCTEYEHUN CPOKa forosopa.

KommyHukauma bBaHka n [lopyuutens B npouecce AeicTBMA [OroBopa OCYLLIECTBAAETCA B
nucbMeHHo chopme, nNo ofHomMy n3 crnocobos no Bbibopy MopyunTena, npegnaraembimv Barkom
B pamKax [,oroBopa Nnopy4mTenbersa.

Munumym 3a 1 geHb [0 AHA UcrnonHeHuA obasaTenbcTBa 3aemLiimKa, YCTaHOBAEHHOMO rpacukom
noraweHnit, baHk obasaH yeBegomuTb [lopyuutens o HanMuuu nOANEHALLErO MOralleHuto
oba3aTenbcTBa NOCPEACTBOM OHOMO U3 ClefytoLmx BblIbpaHHbIX MOCNEAHUM CMOCObOB: KpaTKUM
ccobuieHnem (SMS) u (unmn) aneKTpoHHbIM CoObLLLEHNEM.

B cnyyae BHeceHMa CyLLECTBEHHbIX M3MEHEHWIT B JOrOBOpPax MOpy4MTENbCTBa W 0bA3aTENbCTBA,
ofecneyeHHoro nopyuutenbcteoMm, baHk Hanpasnaser [lopyuuTento  npegnoxeHve  mau
yBEJOMIEHNE O BHECEHUW CYLLIECTBEHHbIX U3MEHEHWI1 B AaHHble JoroBopa (MPOLEHTHaA CTaBKa,
KCMWUCCUOHHbIE, NeHu, LTpadbl, CPOKM, pasmMep KpeauTta u np.), copepmaliee MHopmaLmio o
CYLLECTBEHHbIX W3MEHEHUAX, CpOKax BCTYMNEHMA B CUIy, a B Cly4ae 33aKOHOAATENbHOI
HeobxoaumoCcTU nonyyeHua cornacua [lopyuntena , a Takke O dpopmarax cCornacoBaHua U
NccneacTBUAX HECOrnacua.

B cnyvae, korpa ucxopAa U3 TEXHWUKO-MPOrpaMMHbIX OFpPaHWYeHUin (Hanpumep: OorpaHuyeHne
KOJIMYeCcTBa 3HaKOB KpaTKUX COOOLLEHWI) HEBO3MOMHO NpeAcTaBUTb W3MeHeHuA, baHk B
TE4EHUN CPOKa M B MOPALKE, NpeaycMOTpeHHbIM 3akoHopatenbcTtBom PA u B gorosopax,
3a4Mto4eHHbIX Mexay Bankom u [lopyuutenem, ysepomnser [lopyuutens o6 M3MEHEHUAX W
ATbHENLINX [EeACTBMAX C yKasaHWem TenepOHHOrO HOMepa WAW MHOro CpeacTBa CBA3M,
MCCPESCTBOM KOTOPbIX MOXHO O3HAKOMUTBLCA C AETANAMU U AanbHENLLNMM JeiCTBUAMM.

39.B znyuyae npocpoyku 3aemLumKom obA3aTenbeTBa, NPeAycMOTPEHHOro Jorosopom, baHk gonmen

yszpomuTb [lopyynTena ob 3Tom He nosfHee CnefyoLLEero AHA NPOCPOYKM C YKazaHMEM pa3mMepa
octaTka obuiero obsasatenbcTtBa M €ro feranMsauuM  No  OTAEbHbIM  COCTaB/IAOLLUM:
MaTEPUHCKOW CyMMbl 00A3aTeNbCTBa, NPOLEHTOB, NeHU, WTpadoB (MpW Hann4mK), NOCPEACTBOM
“3 BbIOpaHHbIX MOcneaHUM CcrnocoboB: KpaTkum coobuieHvem (SMS) n (unn) 3neKTpoHHbIM
COD0OLLLEHNEM.

40.baHk yBegomnseT lMopyuutena Takme O NpekpaLLeHnn forosopa obasarenbcrsa, 0becneqeHHoro

41.

42.

MOPYYMTENbCTBOM, B TEYEHUM CPOKa U B NOPAAKE, NPefycMOTpeHHbIM 3akoHaaaTenctsom PA u
B AOroBOpax, 3aKknoyeHHbIX mexay baHkom u [Nopyuutenem.

B cnyyae npegbaenenna bBaHkom [lopyuutento TpeboBaHua 06 WCMOAHEHUM CBOErO
obasatenbcTBa, TpeboBaHWe AOMKHO NpepycMaTpuBaTh CPOK, B TeyeHune Kotoporo [lopyuntens
obA3aH ynnaTUTb rapaHTUPOBAHHYKO CyMMy, MpW 3TOM, AaHHbI CPOK He MOMeT ObiTb meHee 7
pado4nx JHeW.

Mc Tpebosanuto [Mopyuutens bBaHk Ha nNpOTAXEHWM BCero nepeoja B3auMOOTHOLLEHUIA,
BbITEKAIOLLMX W3 MOPYYUTENbCTBA, MPEefoCTaBAAeT emy WHAOPMALMIO OTHOCUTENBHO OCTaTKa

KpsauTa (obAsaTenbcrsa).
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ITIABA 8. MOPAO0K U YCNOBUA NMPEABABNEHUA U PACCMOTPEHUSA MAJOB-
TPEGOBAHUI KNMEHTOB

43.TopAapgoKk ¥ ycnoBua npegbABNEHUA U PacCMOTPeHWs  Kanob-tpebosaHwii  KnueHTos

yCTaHaBAMBAKOTCA BHYTPEHHUMMM NpaBoBbIMKM akTamu baHka, nybnukyrotca u  penarotca
AOCTYMHbIMW Ha opuLManbHOM UHTEPHET-caliTe BaHka.

44. B 3anax obcnysubaHua BaHka, Ha BMAHOM W JOCTYnHOM AnA KAMEHTOB MecTe, yCTaHOB/EHbI

ALMKN gna nucem. Takie, Ha WHTepHeT caiite BaHka U B 3anax obCnyXuBaHUA, Ha BUAHbIX
MecTax, B BU/e OTAeMbHbIX HabOpOB NMPUKPENAAIOTCA CleaytoLL e JOKYMEHTbI:

PDa3bACHUTENbHAA CBOL4KaA NO pa3peLleEHNO CMOPOB;
KpaTKoeE onncaHma npouecca paCCMOTPEHUA )Kaﬂ06bI—Tpe6OBaHVIH;

copma xanobbi-TpeboBaHua KnueHTa.

45. KnueHT MoxeT npefbaABUTb CBOK Manoby-TpebosarHue ntobomy cotpyaHuky banka. CoTpynHuk

baHka obasaH npuHATL npegbaAsneHHyto KnueHtom Manoby-TpeboBaHune W HanpaBuTb €ro K
OTBETCTBEHHOMY COTPYAHWKY [JaHHOrO MyHKTa OOCAyMuBaHUA [NA pasbACHEH/A HeobXoAUMOiA
nHdOpMaLMK, a Takwe MpefocTaBUTb fAaHHble O CpeAcTBax CBA3WM AnA  obuleHna ¢
0~BETCTBEHHbIM COTPYAHUKOM (TenedpoH, 3NeKTPOHHbIV agpec, 1 T.4.).

46. OtBeTcTBEeHHbIN coTpyaHuK baHka uHopmupyer KnueHta o ero npaeax, O npouecce

paccMoTpenusa anob-TpeboBanuii B baHke (npegbaABneHne, paccMoTpeHue Xanobbl-TpeboBaHus
W NPUHATME peLleHnit no Heil), Bblgaét KnueHntam copmy “YT0 penatb, ecnm y Bac ecTb
Kanoba”, npepoctaeneHHble [MpumupnTenem OUHAHCOBOW CUCTEMbI KHUMKKW (MpU Hanuyuu), no
TpeboBaHuto KnveHTa BbIJaéT BHyTPEHHME npasuna bBaHka no paccmoTpeHuto xanob-TpebosaHuii
u hopMy 3aABKU ANA NpefbABneHna xanob-tpebosaHnii KnueHtamu. [pyn HeobxogmnmocTu, Takme
nomoraet KnneHTy 3anonHUTL 3aaBKy #anobbl-TpeboBaHmA.

47. Oreet baHka Ha manoby-TpeboBaHune, KOTOPbIi COAEPHUT YETKO 0BOCHOBaHHOE pelleHune barka

(ymoBneTBOopuTb, YAOBNETBOPUTb YacCTUYHO, OTKAOHUTL MofyYeHHoe TpeboBaHue), a TaKme
KOHTaKTHble [aHHble OTBETCTBEHHOrO COTPYyAHMKA, BblgaloTca KAWeHTYy nuCbMEHHO uan
37 €KTPOHHbIM Crnocobom, Mo ykasaHHoMy KnmeHTom agpecy unu cpefcTy Homy ceasu. baHk He
obAsaH paccmoTpeTb Manoby-TpebosaHve KnueHTa, npefbABNEeHHOE Yepes rof, HayuHaa C
MOMeHTa, Korpa KnneHT ysHan uam mor y3HaTb O HapyLUeHUK CBOEro npasa.

48. B cnyyae, ecnu KnneHT He yA0BNETBOPEH MUCbMEHHbIM OTBETOM Ha Manoby-TpebosaHue, KnneHt

Brnpaee obpaTnTbeca B cya, K MpumupuTtento duHaHcosoit cuctembl PA, B LieHTpanbHblii 6aHk PA.

IMABA 9. TPEBOBAHUA K YCJIYTAM OCYLLECTBJIAEMbIM NMOCPEACTBOM
ABTOMATUYHECKUX YCTPOUCTB OJ1A OCYLWECTB/IEHUA PUHAHCOBbIX
ONEPALUA

49. bank uHdopmupyet [lotpebutens o6 OCHOBHbIX YCNOBUAX OOCNYMMBAHWA, KOMUCCUOHHbIX

nnarexax, npUMeHAeMbIX Tapudax, NPUMEHAEMbIX CPOKax W [APYruX 3Ha4YUMbIX YCIOBUAX
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TpaH3akuun [0 NpefoCTaBieHMA YCAyr MOCPEACTBOM aBTOMATUYECKMX YCTPOWCTB  AfIA
ocyulecTBneHna mHaHCoBbIX onepauuii (ganee AYODO).

50.  Ycnyra ocyuiectenaetca BaHKOM ToNbKO Mocne NoaydeHus cornacua co ctopobl Motpebutens
(rocne Haxata KnaBuwM Ha 3KpaHe AYODPO o nonoxutenbHOM OTBETE Ha 3anpoc O
npefocTaBAEHUN YCyru).

51.  [lepep, BbINONHEHMEM TPaH3aKLMU Yepe3 MNaTeXHblii UHCTPYMEHT, Ha aKkpaHe AYOPO unu Ha
niuesoit  ctopoHe AYOPO pna [lotpebuteneiicopepmutca uHOpMALMA O KOMMCCUM 32
TpaH3aKLuIo (Npu Hannymm), ocyectenaemyto nocpegcrsom AYOPO.

52. Tlocne cosepluenns Kaxpoii TpaH3akuum nocpepcteom AYO®PO [lotpebutenbnonyyaer
KBUTaHUMIO, MOATBEPMAAIOLLYIO BbINOAHEHME TpaH3akuun. KeuTaHuuMA MOMeET OblTb He
npegocTasieHa, B Ciyvae NosyveHna cornacua o HenonyyeHue keutaHumn [otpebutena.

53. KBuTaHuMA JoMKHa CopepMaTb ClefytoLLne PEKBU3UTBI:

1) Kog nopTBepxaeHnA (ecnv TakoBoi MMeeTcA);

2) [lata u Bpema coCTaBNEHWUA KBUTaHLMK;

3) WaeHnTudmkaumnorHbie paHHble AYO®PO (upeHtucmkatop AYOPO w / wam  appec
MECTOMOMNOMKEHNA);

4) Cymmy TpaH3aKkuuu, BKIOYaA CymMy, nonydeHHyto oT [loTpebutena u npefocTaBieHHbIE
[MoTpebutento B cnyyae cAenoK Kynan-npojaMmu MHOCTPaHHO BantoTbl;

5) Bartota TpaHsakuuu, B TOM 4ucne BantoTbl, NpuHATble oT [loTpebutena n npepocTasBneHHble

[MoTpebutento B cnyyae Kynav-npofamu MHOCTPaHHON BantoTbl;

6) Bua TpaH3akuuu;
7) Hovep cuyeta nmbo nnatexHoi KapTbl, B ClyYae onepawuun BHECEHUA AEHEMHbIX CPEACTB. (COrnacHo
npasunam 6e30macHoCTH).

54. Ha AYO®PO pasmelyaerca HaumeHoBaHue baHka, Homep obcnymumsaHua KaneHToB, a Takme
KpyrnocyTouHblii Homep KoHTakTHoro LleHTpa banka, no kotopomy KnueHT moxaT obpatntbea B
cooTBeTCTBYtOLMIA oTAen BaHka 3a MOMOLLLbIO NGO KOHCYNbTaLMeil.

55. MeHio AYODPO pomkHO ObiTb YCTAaHOBNEHO Kak MUHUMYM Ha [BYX A3blKax: apMAHCKOM W
aHrnuiickom (oba A3bika MoOryT ObiTb NMpeACTaBNEHbl COBMECTHO MAM MO MpeABapuTenbHOMY
BbiOOpY).

IMABA 10. PEKJIAMHAA U MAPKETUHIOBAA JEATE/NIbHOCTDb, MPOBOJVUMASA
BAHKOM

56.MpupaBaa BaHYO poOfib MapKETUHIOBbIM MEPOMNPUATUAM B MPOLECCE MPUBNEYEHUA HOBbIX
KnvneHToB 1 noBbileHua penyTtauun baHk ocylecTBnaeT cnepyroLne MeponpuaTHA:

1)  peknamHble KOomMnaHuum (MO  CPeACTBaM  MaccoBOil  MHpopmauuu, MO WUHTEPHETY,
pacnpocTpaHeHNe NneyvaTHbIX MaTEPUanoB, BHELLHUE PeKNaMHbIe LLNTbI);

2)  odecneyeHnue obpaTHOW cBA3M C KnneHTamnm C NOMOLLbIO AOCTYMHbIX UM CPEACTB CBA3M —
TeNePCHHbIMIU 3BOHKaMU/MO MOYTE/3NEKTPOHHBIMU NMUCbMaMM;

3)  wnAddopmupoBaHue KnneHTOB 0 cuctemax CKUAOK;

4)  ocywectBneHve baHKOM 3annaHMpoBaHHbIX akuuii W pacnpocTpaHeHue MHgopmauuu c
COOTBETCTBYHOLLMX MIOLWAf0K, 0606LLEHNE pe3ynbTaToB 1 obecneyeHne yCnoBuii akLuid;
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5)  AcCCnefoBaHME M aHanM3  pbiHKA  C  LUEMbIO  MOBbIWEHUA  KOHKYPEHTOCMOCOBHOCTY
npeocTaBAAemMbIX yCnyr/npoayKToB;

6)  ocywiecTBneHne MepONpUATWIA, HampaBneHHbIXx Ha 6Gonee BbiCOkoe nNpu3HaHue bBaHka K
MOBbILIEHNE €ro0 PETUHra N Ha NPOABVKEHUE OTAENbHbBIX YCAYT;

7)  3anyck cneuymanbHbIX pUManos Ana obCiyKMBaHUA CreLManbHbIX LeneBblx rpynn KnneHTos;

8)  ycoBepLUEHCTBOBaHWE WHTepHeT-caifiTa MyTéM LENOCTHOrO OTPaEHUA MPEefOCTaBAEMbIX
KnneHtam oH-naitH KoHCynbTauuii, ycnyr/nposyKToB U TapudooB.

57. PeknamHble meponpuaTua baHKa B LEENOM UMEIOT CNEAYIOLLYIO HanpaBaeHHOCTb:
1)  uHdopmaunoHHaa peknama;
2)  umupKesan peknama baHka;
3) ©opmupoBaHue/paclLMpeHmne KIMeHTCKoMN basbl;
4)  npopaBwuMeHue ycnyr;
5)  NeponpuATUA, BbINOMHAEMbIE B LENAX NOAUTUKK Npusnederna KnneHTos.

58.Bce peknambl 0 0aHKOBCKMX YyCnyrax OCYLLIECTBAAIOTCA B COOTBETCTBMM C TpeboBaHWAMU
3aKoHogaTenbctBa PA, HopmaTuBHbiXx akToB LleHTpanbHoro 6aHka PA, Ycrasa banka u
BFYTPEHHUMM NpaBOBbIMW akTamu BaHka.

59. Peknama o npepocrtaBnAaembix baHKOM ycnyrax, copepmallias CBefleHWA O Tapuadpax MM WHble

CBefEHMA, BKIKOYAET MO KpaiiHell mepe:
1) appec uHTepHeT-caitTa baHka;
2)  paHHble pna cBA3n ¢ baHkom (TenedoHHbI HOMep, INEKTPOHHbIN afipec, UHOE).

60.Peknama 6aHKOBCKMX YCnyr OCYLLECTBAAETCA C MOMOLLbIO XapakTepHoro 6aHkam CnoBapHOro
3alaca M nosponAer KaueHTam CcpaBHUTb MpeAnaraemble YCAyru CO CXOMMMM  yCyramu,

OKasbiBa€MbIMU OpYyrMmun H6aHKamu.

61. MpucyTcTByOLWME B pEKNaMe HaMMEHOBaHWA, TEKCTbI, CCbIIKM, NPOrHO3bl, XapaKTEPUCTUKN UK
noxeajbHble  OT3bIBbl, CneuuanbHaa WHdopmauma 06 ycnyre W NpeaynpexaeHua

NpPenoCTaBNAKOTCA YETKO, NMOHATHO U npo3pa4yHo.

62. [pucytcTBytowMe B pexkname MOACTPOYHbIE MPUMEYaHUA WA TEKCTbl C ManbiM LIPUTOM
MOKa3bIBatOTCA YNTaeMbIM 06pa3oM M [OCTaTOYHO KPYMHO.

63.B cnyyae peknambl 6onee OfHOW yCNyru, XapaKTepHble YepTbl KaMfoi ycnyrn 4YE€TKO
pasbeanHAoTCA, 4Tobbl KAMEHT cMOr YETKO pasnnynTb OAHY YCAyry OT Apyroi.

64.Ecan ycnyra umeeT CpoOK [eiCTBMA C YCTaHOBMEHHbIMM YCNOBUAMM, MpU OMNybANKOBaHWK
nHpopmauum ob ycnyre ykasbiBaeTCA TOT CPOK, B TEYEHWE KOTOPOro OHa [AeiCTBYEeT Ha AaHHbIX

ycnoBusax.



Qbweoocmynnuolii

IMABA 11. MNEPEXOHbIE MONOMEHUA

65.Hactoawme [lpaBuna nopnemar nepecMoTpy B CpoKax M B MOPAAKE, YCTaHOBMEHHbIX
3zKoHopartenbctBom PA, HopmaTuBHbix akToB LleHTpanbHoro 6aHka PA u  BHyTpeHHUMMU
npaBoBbiMK akTamun baHKa.

66.Hactoawme [lpaBuna coctaBneHbl Ha apMAHCKOM UM PYCCKOM A3blKax, Mpu Haauyuu
MPOTUBOPEYMIA MEMAY apMAHCKOW W pycCKOW Bepcueld, AECTBYIOT MONOMEHUA apMAHCKOM
BEPCUM [0 YCTPaHEHWA NPOTMBOPEYNiA NnyTem nepecmotpa Mpasus.
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