OAO “Aiibin bank”
[Ipouenypa paccmoTpenus odpamenuii norpedureneir OAO “Aiibit bank” JACI

YTBEPXIEHbI
nocraHosieHueM IIpasnenus
OAO «Aiibin bank»
ot «24» nexabps 2019 roga N 67/2

OTKPBITOE AKIITMOHEPHOE OBIIECTBO «AWBLTT BAHK»
AYBIK AKIITUOHEPIUK KOOMY «AWBLIT BAHK»

AUGEAIE | THE OPEN JOINT-STOCK COMPANY «AIYL BANK»

IMPOLIEAYPA PACCMOTPEHUS OBPAIIIEHU
IMOTPEBUTEJEN OAO “AWBLT BAHK”

I'TABA 1. OBIIME TTOJIOKEHISI .......oooiiiieiiei ettt nne e 2
I''TABA II.  OCHOBHBIE UCTIOJIb3YEMBIE TEPMUMHBI..........cccooiiiiiiiiiiiiee e 3
[JIABAIIL.  OBILUME YCJIOBUSI PACCMOTPEHUS OBPAILEHUM ..........oovenn) 4
Paznen 3.1. TIPHEM OOPAIIICHII ...evvvieivieeiiieesiiee et ee sttt et e sttt et e s b e e nnn e e snreesnnee e 4
Paznen 3.2. VY CI0BUS PACCMOTPEHUS OOPAILEHUM ...t 6
[JIABAIV. TIPOLIEAYPA PACCMOTPEHUS OBPAILIEHUI 1 [TIPEJOCTABJIEHUE

OTBETA ITOTPEBUTEJITHO .....ccoiiiieiiie ettt et e et a e e nnae e e nnaeanea e 6
Pasnen4.1. [Topsimok paboThl ¢ KHUTOM KAT00 U MIPEITIOKEHUM ... eiee e 7
Paznen 4.2. [Mopsimok paboTsl ¢ oOpamenusmu, noctynusimmMu B Call-Llentp, Ha Tenedon

JOBEPUS U OPHUITHATTEHBIA CAAT BAHKA ... .eiiiiiiiiiiiie ittt nree s 9
Paznen 4.3. TpeboBaHMs K HHOOPMAITHOHHOMY CTCHILY -..veevveveerteasresseesseesesseesseessessnesseessenns 10
I'TABA V. KOHTPOJIb 1 OTUETHOCTD......cciiiiiiieiie e 10
I'TABA VI.  OTBETCTBEHHOCTD........ccciiiiiic et 11
L0020y (7S 1 (S SOOI 12
L0020y (3% =) 1 (I PO PP 13
TIPHIIOKEHHE 3 ....evieiiiieeiiee et Omuobka! 3akiaaka He onpeeseHa.
TIPHTIOKEHHE 4 ...ttt Omuobka! 3akiagka He onpeeseHa.
TIPHIIOTKEHHEE S ...t b e s e e e e 14

L0020y (3% =) 1 (S YRR PP PR TR 15
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[Ipouenypa paccmoTpenus odpamenuii norpedureneir OAO “Aiibit bank” JACI

I'NTABA 1. OBHIIME ITOJIOXKXEHUSA

1. Ipouenypa paccmorpenus oOpamienuid morpedurteneii OAO “Aiibun bank” (mamee —
[Tpouenypa) paspaboTaHa B COOTBETCTBUM C 3aKOHOJATENbCTBOM  KbIprbi3ckoit
PecnyObnuku, HOpMAaTUBHBIMU TpaBOBbIMU akTamu HarmonansHoro banka Keipreizckoit
PecnyOnuku (nanee — HannonanbHblil baHk) M OpyrumMu BHYTPEHHUMH HOPMAaTHBHBIMH
noxkymeHTamu OAO «Aiibin bank» (nanee — bank).

2. OcCHOBHOU LIENBIO PACCMOTPEHUsI OOpAIICHUS: MPETEH3UH, Kao0 WK 3ampocoB (najee -
oOpartieHus) NoTpeOUTeNs ABISETCSA yCTpaHEHHE HAPYIIEHUI U UX MMOCIEICTBUI, KOTOpPBIE
SBUJINCh OCHOBaHHMEM JJisi oOpamieHuss norpedutens B bank. YcTpaHeHwe Takux
HapylIeHUH M UX MNOCIEACTBUM OCYLIECTBIISIETCA IIyTEM HIPHUHSTHUS COOTBETCTBYIOLIMX
peleHni pyKoBOJACTBOM baHKa, OCHOBaHHBIX Ha BCECTOPOHHEM U IIOJHOM PACCMOTPEHUU
nojpasielieHussMi  baHka cytm oOpamieHuid, WX OOOCHOBAaHHOCTH (COOTBETCTBHS
(akTHUECKUM 00CTOSTEIHCTBAM) U MPABOMEPHOCTH (OTHOCHMOCTH CYTH asloObl/3ampoca
¢ HopMaMmu 3akoHojaTenbcTBa Kbiprbizckoit PecryOnuku, AeicTBOBaBIIErO B MOMEHT
COBEpUICHMs] JIEMCTBUN WJIM HACTYIUIEHMsS] COOBITHH, IOCIIYKHUBIIMX OCHOBAaHHMEM IS
COOTBETCTBYIOIIEH MPETEH3UN/ KAIOOBI HIIH 3aIpoca).

3. Hacrosmas IIpomemypa ompeznenseT MOpsIOK cOopa W pacCMOTpPEeHHs oOpalieHuH,
VIIOBJICTBOPCHHsI TpeboBaHWU TmoTpeOuTeneii banka, a Takke OTBETCTBEHHOCTh
CTPYKTYpPHBIX  MoOJpa3jaeneHuil  banka, mOpexycMOTpeHHas  3a  HEBBIIOJIHEHHE
yCTaHOBJIGHHBIX HacTosimei [lporneaypoit TpeOoBaHWMN WM 3a WX BBINOJHEHUE
HEHAISKAIUM 00pa3oM.

4. B pamkax mpoBeleHUS pabOT IO PacCMOTPEHHIO oOOpalleHuid MmoTpeOuTenen
OCYILIECTBIISIOTCS CIICAYIOLIUE IEHCTBUS:

- cOop u aHanM3 oOpaneHUH (MPETeH3MH, KAI00 HITH 3aIIPOCOB);

- M3Yy4€HUE KOMIIETEHTHBIX UCTOYHUKOB MH(GOPMAIMU U JOIMOJHUTEIbHBIX CBEICHUN
JUIS TTOJIHOLIEHHOT'O MCIIOJIHEHUS 3aIllpoca WM OTBETA Ha IIPETEH3UI0/Kao0y;

- MIPUHSATHE COOTBETCTBYIOIINX MEp, YCTpaHEHUE HapyIIEHUH U UX MOCIEACTBHIA;

- COCTaBJICHHE OTBETa Ha o0paieHue (MpeTeH3uio, Kajlody WM 3ampoc) B
MUCbMEHHOM WM YCTHOU (hopMax.

5.  Ilpm mpenocraBieHun (pUHAHCOBBIX YCIYT U PACCMOTPEHHM OOpallleHUuil moTpeduTeneit
baHK pyKOBOACTBYETCS CIEAYIOIIMMHA OCHOBHBIMU MPHUHIUIIAMU:

1) 3aKOHHOCTb,  YECTHOCTh,  JOOPOCOBECTHOCTh,  MPO3PAYHOCTh,  Pa3yMHOCTb,
CIPaBEIMBOCTh, COLMAIbHAsI OTBETCTBEHHOCTB;

2) yBaxeHHE U OOECIEUCHHE MpaB U 3aKOHHBIX HHTEPECOB MOTPEOUTENEH, MapTHEPCKOE
OTHOIIEHHE K HUM;

3) 00s3aTenBbHOCTh PACcCMOTpPEHHS OOpAICHWH W TpPEJIOCTaBICHHE pE3YJbTAaTOB HX
paccMOTpeHus;

4)  CBOEBPEMEHHOCTh, 00BEKTUBHOCTh U TIOJIHOTA PACCMOTPEHHSI 00paIICHHIA;

5) paBeHCTBO MOTpeOUTENEH MPU PACCMOTPEHUH OOPAIICHHIA;

6) oOecrieueHre COXPAaHHOCTH W HepasIJallleHHe  CBEICHHI, COCTaBJISIONIMX
0aHKOBCKYIO TaliHY.

6. B peammzanuu mMoNOKEHWH, MPEXyCMOTPEHHBIX HacTosmier [Iporemaypoii, MpHHUMAIOT
y4acTHe CJeIyIoIIHNe CTPYKTYpHbIE TOIpa3AeeHus:

- Otnen pazButus onepannonnoi aestenpbHocTH Y OK (mamee — OPOJ);
—  Call-uentp Otaena mapkerunra u PR (nanee Call-tientp);

- VYnpasnenue kpeautoBanus (nanee — YK);

— VYnpaBiieHne KOMIUIa€HC-KOHTPOJIS;
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— OTtnen pucKk-MEeHEI)KMEHTA;

— Yupasienue o odcayxuBaHuio KiueHToB (nanee — YOK);

— Yupasnenue no pabote nepconanom (naiee — YII);

— VYrpaBneHnue AUCTaHIIMOHHOTO OAHKOBCKOTro o0ciyxuBanus (naiee Y 1bO);

— YrpasiieHue aIMUHUCTPUPOBAHUS KPEIUTOB;

- Ciyx0a 1o OLIEHKE 3aJI0TOB;

— OTtzen peruoHaIbHOrO pa3BUTHUS;

- Cyx0a 6e301acHOCTH;

- OO0wi OTIE;

- Ounmanel, cOeperaTeNbHBIC/BBIC3IHBIE KACChl, PETHOHAIBHBIC MOJAPA3/CIICHUS
banka;

- IpY HEOOXOMMOCTH JIPYTHE CTPYKTYpHBIE TIopa3aeiieHus: banka.

[Ipouenypa yrBepxknmaercss nocraHoBiaeHuem llpaBnenus banka. B nensix noBbIlIEHUS

s dekTuBHOCTH AesTenbHOCTH baHka, mpu HeoOxomumoctd, B Ilpomemypy Moryt

BHOCHTBCSI COOTBETCTBYIOIINE U3MEHEHUS U JIONOJHEHUS. Bce M3MEHEHMS U JIOTIOTHCHUS

B Hactosuryto [Ipouenypy yrepxknarorcs [Ipasiennem banka.

I'NTABA II. OCHOBHBIE UCITOJIB3YEMBIE TEPMUHBbI

Hns ueneit Hactosiuied [Ipoueaypbl HCHIONB3YOTCS CAEAYIOIIME TEPMUHBI K ONPEICTICHHUS:
®duHaHCOBBIE YCJYIH — OIEpalMM U YCIYI'M, OCYLIECTBIISIEMBIE U IPEAOCTaBIISIEMbIE
baHKOM B COOTBETCTBUU C 3aKOHOJaTeNbCTBOM Kbiproizckoit Pecriyonukuy;

[MoTpedurenr — moboe Qu3umyeckoe W IOPUAWYECKOE JUIO (B TOM  4YHCIE
WHAUBUAYAJIbHBI  NpEeANpUHUMATENb),  IOJb30BaBLIEECSd,  IOJb3YIOIIEECd  WIH
HaMEepEeBAarOIIEeCst BOCTIONb30BaThC (PMHAHCOBBIMH yCITyTaMH;

OOpamenue - ycTHas WM NMHUCBMEHHAs XajoOa W 3asBlieHHE (CIOp) MOTpPEeOUTENs B
banke, conepikaiiee cooOOIIEHHUS O HApyUIEHHWH W/MIM BOCCTAHOBJIEHHM €ro IpaB, O
HapyllleHuU TpeOOBaHWN HOPMATUBHBIX MIPABOBBIX AKTOB, a TAKXKE COOOIEHUS 10 MOBOAY
(MHAHCOBBIX YCIIYT, B TOM YKCie 00 N3MEHEHUH YCIOBHI 1I0roBOpa.

IIperen3usi - mnuceMeHHoe TpeboBaHue mnoTpedutenss k banky o0 ymare ponra,
BO3MEUIEHUH YOBITKOB, yruiaTe mTpada, YCTPAaHEHHUH HEIOCTATKOB IO BBITOJIHEHHOM
orepaiuu, UCIIOJIHEHHOMY TIOPYUYEHHIO WJIM OKa3aHHOM (UHAHCOBOII yciyre.

/Kanobda - nmucbMeHHOE WM YCTHOE 3asBIE€HME, ajpecoBaHHOe baHKy o neicTBUsX
COTPYJHHUKOB, HapyIIAOIIUX HWHTEPEChl 3asBUTENS, C TpeOOBaHUMEM YCTPaHUTh ATHU
HapyIleHus ¥ (UJIM) UX HEeraTUBHBIE MTOCJIECTBUS.

3anpoc - mo0oe MHOE NHCbMEHHOE oOpaileHue norpedutenss B baHk, koTropoe He
noanagaer nox mnpusHaku Ilperensum wim JKamoObl, W 1LIETBI0 KOTOPOTO SBISETCS
MOJTy4YeHHE KIMEHTOM KaKoi-Inbo nHTepecyolel ero nHpopMaIuu.

Knura :kano0d W npemioKeHUil — crnenuaibHas KHUTA I8 (QUKCAUH Kano0 u
MpeIoKEHUI MOoTpeOuTeNnel s UX MOCIEIYIOIEro pacCMOTPEHHUSI B YCTAaHOBJIEHHOM
MOpSIKE.

Tesiedon noBepusi — crenuanbHbIl TenedoH, KyAa MOMKET IMO3BOHUTH (0OpaTUTHCH)
moboe (Qusmyeckoe MO (B TOM YHCIE WHAWBUIYaJIbHBIA MpeANpPUHUMATEND) C
3asBJICHUEM, MPEIJIOKEHHUEM, jKajlo0aMu U 3aIIpocamH.

OTtBercTBeHHBIN COTPYAHUK — cOTpyAHUKN OPOJ] OTBETCTBEHHBI 32 IPENOCTABISEMYIO
OTYETHOCTb, PACCMOTpPEHHE OOpaleHuii morpedurteneii u kouTakThl ¢ Humu. Call-Ilentp
HECEeT OTBETCTBEHHOCTh 3a MPUEM YCTHBIX OOpalleHUil Mo TenedoHy, TakkKe MUCbMEHHbIE
oOpaieHust mo On-line yaram baHka W CBOEBpEeMEHHOE MPENOCTaBlICHHE OOpaIleHH B
OPOJl nns paccmoTpeHus u npuHsatus pemenuid. Oduc-menemxep ['O  Hecer
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OTBETCTBEHHOCTD 3a MPHUEM NMHUChMEHHBIX kanod depe3 Kuury xanod u npemioxenuit 'O
U CBOEBPEMEHHOE TMPEIOCTABICHUE OOpAIIEHUH B COOTBETCTBYIOIIUE CTPYKTYPHBIC
noxpasaenenuss 1 OPOJl nns paccMoTpeHuss U NpUHATHS pewieHuil. COTpyAHMKHU
¢dunmana/coeperarenbHON/BBIC3THON  KACCHI/PETHOHANBLHOTO — MOJApasJieieHus  baHka
OTBETCTBEHHBI 3a MPHEM, PETHCTPALUI0 U CBOEBPEMEHHOE MPEAOCTaBICHHE OOpalieHun
yrnpasisitoniuM  punmanoB - OPOJl w1 paccMOTpeHHsST W TPUHATHS — PEIICHHI.
OTBeTCTBEHHBIE COTPYIHUKHU ro, ¢dumana/coeperaTenbHON/BbIE3THOM
KaCCBI/PETHOHAIIBHOTO Toapa3neneHuss baHka Ha3HayaroTCS MPUKA30M  YIPABIISIOLINX
¢wmanos. Ilpuka3 00 yCTAaHOBICHMM JIOTIOJIHUTEIBHOW OIUIATBl OTBETCTBEHHBIM
corpynHukam usnaercs [Ipeacenarenem Ipasinenus banka.

I'JIABA ITII. OBIIME YCJIOBUSI PACCMOTPEHUS OBPAIIIEHUI
Pazgen 3.1. Ilpuem oOpamenuii

OOparenusi, TMOJAaHHBIE B YCTAHOBJICHHOM TMOPSAKE, MOANEXKAT 00sA3aTeIbHOMY
paccmoTpenuto. OTka3 B mpueMe oOpaleHuil He TOMYCKaeTcs, 32 UCKIIOYEHUEM CITy4yaes,
MPEyCMOTPEHHBIX B MyHKTE 27 HACTOAILIEH IJI1aBbl.

baHk mpuHMMaeT K pPacCMOTPEHHUIO OOpalleHUsI Ha KBIPTBI3CKOM U PYCCKOM SI3bIKAaX B

CIIEYIONINX BUAAX:

- yCTHO (110 TeJeOHy U MPHU JTUYHOM IIpHUeMe);

— MUCBMEHHO (MHUChMa: MOCTYMUBIINE HAPOUYHO, TOUYTOBOU CBSI3bIO, Uepe3 akc; KHUTa
KaJ00 U MPEUIOKEHU);

— ANEKTPOHHO (Uepe3 AJIEKTPOHHYIO MOUTY, OH-JIaH 4YaThl, pasnensl caiita «O0paTHas
cBs3b», «Cmyx0Oa kauectBay, pazaen «llomomps u moanepxkka» I[lpunoskenus
«AB24y);

B nepuon oOcny:kuBaHUS KpeauTa MO YCTHOMY HIIM MTUCBMEHHOMY 3ampocy MOTpeOUTeNs B

TE€YEeHHE TpeX paboumx THEH co JHS moMydeHHs 3ampoca, bank 6€3B03Me31HO, HO HE Yalle

OJIHOTO pa3a B MeCSI], MPEIOCTaBIsAeT €My YCTHYIO HIIM MHCbMEHHYIO HH(OpManui o

COCTOSTHUU JIEHCTBYIOIIETO KpeauTa B cOOTBETCTBUU C [lonokeHneM o KpeAUTOBAaHUU B

OAO «Aiibin bank».

[Ipu yctHOM oOOpameHun Mo TenedoHy, TIOCie MPEeIBAPUTENBHOTO YBEIOMIICHUS

notpeburtens, B 00s3aTEIBHOM TOPSAKE MPOBOAUTCS ayauo3amuch Oecedbl s

MCIIOJIb30BaHUS MTPU PACCMOTPEHUH OOpaIICHHUS.

[Ipy nuYHOM TMIpHieMe TMOTPEOUTENb MPEABABIAET IOKYMEHT, YIOCTOBEPSIOIINI €ero

JUYHOCTb.

[Ipencenarens IlpaBnenus/zamectutrenu Ilpencenatens IlpaBnenus, ympaBmistonue

¢bunnanamMu 00s3aHBI MPOBOJAUTH JUYHBIA NpUEM TMOTpeOuTeNneil B COOTBETCTBHUH C

VIBEpKACHHBIM  TrpadukoM, pa3MEIIeHHbBIM Ha oQuIHaTbHOM calfiTe ©  Ha

uH(popManMoHHBIX cTeHaax banka. [Ipu nuyHOM TpHeMe BeAeTcs MPOTOKOJ BCTPEUH,

MOJIMMCHIBAEMBIN TTOTpEOHUTENEM, THOO MOCie 00S3aTEILHOTO YBEOMIIEHUS TTOTpeOUTENst

OCYILIECTBIISIETCS ayIN0- UM BUIC03aMUCh BCTPEUH.

[TucemenHble oOpamieHuss OQOPMIISIOTCS TMOTpeOUTENIeM B TPOU3BOJIBHON (opme, ¢

yKa3aHWEM CYTH JKajJoObl WM 3ampoca, MOAMKUCHIBAIOTCS TOTPEOUTENeM WU €ro

YIIOJTHOMOYEHHBIM MPEICTABUTENEM U MPEIOCTABISIOTCA B JTI000€ Toipa3aeneHue banka.

OOparenust moTpeOuTeNneil He3aBUCUMO OT (GOPMBI JOHKHBI COAEPKATH CIETYIOIIYIO

UHPOPMALINIO:

— dbamMunmsi, UMs, OTYECTBO MOTPEOUTENS, aapec, KOHTAKTHBIE TaHHBIE W H3JI0KEHA
CyTh OOpallleHHsl, TPOCTAaBISIETCSd JIMYHAS TMOAMHCH moTpedurtens (Kpome
MOCTYMHBIINX Ha dJIEKTPOHHYIO MouTy banka) u nata obparieHus;
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— K kanmobe MOryr OBITh NPUIOKEHbI KOMHUU JOKYMEHTOB, ITOJTBEPKAAIOIINE
NPEIbSBIISIEMbIC IPETCH3HH.
[TorpeOuTens MoXkKeT moaath obpaiieHre B baHk mocpecTBOM JTMYHOTO BU3HUTA; MO TIOYTE
— BBICIIaB OOpaleHre Ha MOYTOBBIA aJpec, MEKTPOHHYIO MOYTy oH-IalH yam baHka;
opunmanbHoro caiita banka B pazmene «OOpaTtHas cBszb» U «Ciyx0a KadecTBa»
[Tpunoxenus «Ab24» B paszgene «llomomp u  mojmepkka», IyTeM  3allUCU
xanoOsl/mipeiokennss B Kuure xano0 U MpeayioKeHHid; O3BOHUB HA TeJIe()OH JOBEPHS
banka, HOMEp KOTOpOro yKa3aH Ha CTEHJ€ M pa3MelleH Ha caite baHka, a Takxke c
MOMOIIIBIO (hakca.
MaxkcumanbHBI CPOK pacCMOTpEeHHsI oOpaleHnid moTpeduteneil cocrapuser He Oosee 7
(cemb) pabo4MX JHEH CO JHS €e PErHCTPAIMH C TPEIOCTaBICHUEM OTBETa B MUCHBMEHHOM
Buze. llpu HeoOXOAMMOCTH KypHUPYIOUIMH YJICH TPABICHUS MOXXET MPOIUTh CPOK
paccMoTpeHusi oOpamieHus. J{OKyMEHTBI 1O pe3yibTaTaM pAacCMOTPEHHBIX XKalol H
3asiBJICHUN (CIIOPOB) KJIIMEHTOB JOJKHBI XPAHUTHCS B YCTAHOBJIEHHOM IIOpSIIKE HE MEHEe
TpEX JIeT.
bank He paccmaTrpuBaeT oOpaiieHuss Ha 000CHOBaHHOCTH AelcTByrommx B banke tapudon
Ha YCIYT'M U MPOLEHTHBIX CTaBOK CPOYHBIX JIENIO3UTOB, HA YCTAHOBJICHHBIN JJIsl KJIMEHTA
KPEIUTHBI JTMMHT, €T0 OTMEHY WM W3MEHEHHE, Ha YCJIOBUS BBIIACICHHS KPEIUTHOTO
JMMHTA, aHOHUMHBIE 00paIIeHus, B KOTOPBIX HE YKa3aHbl JJMYHbIC U KOHTAKTHBIC JAHHBIC,
TIOYTOBBIN ajjpec WM HE WACHTU(QUIIMPOBAH 3agBUTENb, a TAK)KE OOpAIICHUs, B KOTOPOM
coJiepKaTcsl HeEeH3ypHBIE JTH00 OCKOPOUTENbHBIE BRIPAKEHHUS, YTPO3bI )KU3HH, 3I0POBBIO
U UMYIIECTBY COTpYyIHUKA baHKa 1 YIE€HOB €ro CeMbH.
Jlis omepaTUBHOTO YpEryJlHpOBaHMsI BO3HMKIIMX pPAa3HOIVIACUNM M CIOPHBIX CHUTYalUil
oOpailleHusi, 10 UCHOJHEHHBIM omepauusM B baHke, nmpuHuMarorcs B TeueHue 10-Tu
KaJICH/IapHBIX JHEU C 1aThl UCIIOJIHEHUS ONepaIiu.
B cnydae momaum nmorpebutenem banky oOpamienus mo3zxke 10-ro kajleHIapHOToO AHS C
JaThl HCIIOJIHEHMsI ONepaluy, pa3pellieHHue BOINPOCOB MO TAKUM OOpAIICHHUSIM MOKET
noTpedOoBaTh JOMOJIHUTEIBHOTO M3YyYEHUS W MPOBEPKU, YTO IMOBIMUSET HA CPOKH
YCTpaHEHHUs pa3HOIJIACUM U BHECEHHUS UCIIPABIICHUM.
Bce MHCbMEHHBIE oOpareHus noTpedurtenei Ha UMsl [Ipencenarens
[TpaBnenusi/3amecturens Ilpencenarens banka 0e3 HCKIIOUEHUS B TEUEHUE OJHOTO
pabouero mHs JOJKHBI peructpupoBatbes B OOmem otnene banka B DieKTpoHHOM
nokyMeHTooOopoTre baHka, a Ha UMS yIIpaBIISIOIIET0 (PHINAJIOM PETUCTPUPYET CEKpeTaph-
JIEJIONPOU3BOIUTEND (hrIHaa.
[Tocne momyuenus: obpamenust ¢ pesomonueit Ilpencenarens [IpaBnenus /3amectureneit
[Tpencenarens IlpaBnenus, OOmui oTnen B 00A3aTE€IBLHOM IMOPSJIKE PACChLIAET KOIHUIO
obpamenust B OPOJI mst peructpanuu B XKypHane ydera oOpaiieHuii motpedurene, T.e.
B [1O vTiger/CRM. OTBeTCTBeHHBIE CTPYKTYpPHBIC MOJAPA3Je/icHHs B 00s3aTeIbHOM
HOpSIIKE TepelaloT Komuio oTBeTHoro mucbMa B Call-ieHTp mis koHTpons u ydera
obpamenusi.  OTBETCTBEHHBIE  COTPYIHHUKM  (rummana/  cOeperarenbHOMN/BhIC3THON
KacChl/peruoHaIbHOrO Mojpasaenenns baHka B 00s3aTeNbHOM TOPSAKE COIVIACOBBIBAIOT
otBeTHbIe chMa ¢ OPOJI, 3aTeM 3a MOAMUCHIO YNPABISAIOMIETO (GUITHATIOM OTIPABISIOT
MUCHMO 3asIBUTEITIO.
VYuer Bcex mocTynamommx oOpamieHuit notpeduteneit Bemercs B [0 vTiger/CRM B
anekTponHoM Buze. danee ¢ I10 vTiger/CRM dopmupyercst 3IeKTPOHHBIH )KypHAT ydeTa
oOpaitieHuit moTpedurTenei.
B xypHane yuera oOpameHuil morpeOuteneil ykaspiBaeTcs (aMuiaus, UMs, OTYECTBO
noTpeduTeNs, €ro MoYTOBbIM aapec (aapec MPOXKUBAaHUS) M KOHTAKTHBIE JaHHbIE, JaTa
MOJTy4eHUs], KpaTKOe OMHCaHWE CYTH OOpalleHusi, "HPopMalus O MPUHITOM PEIICHUU U
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WHBIE CBE/ICHUS B COOTBETCTBUHU C MPOLEAYypol paccMoTperus obpamenuil. (IIpunoxenue
1) XKypnan XxpaHuTcsl He MeHee 5 JeT (AaHHbII MyHKT NepeMelIeH ¢ 11.32).

Pa3znen 3.2. YciaoBus paccMoTpeHHs 00palieHui

B memsx CBOEBPEMEHHOrO M TOJHOTO PAacCMOTpPEHHs] OOpamieHuii noTpeOuTenei
IIPOBOAMTCSA PSIA MEPOIIPUATHI:

bank, noixyduB oOpaiieHue, IpeANPUHUMAET BCE MEPHI 10 CKOpEHIIEMY BBISBICHHUIO U
yCTpaHeHHIO (B Ciydae HaIW4Ms) BCEX HEJOCTATKOB M OMIMOOK, JOMYIIEHHBIX MPHU
UCTIOJIHEHUU TOPYYEHUH, CBS3aHHBIX C NPAaBUIBHOCTHIO, KAueCTBOM W/WIM CPOKAMHU
00CIIy)KMBaHMsl, a TAKXKE B3aUMOPACUETaMU C IOTPEOUTEISIMHU.

bank mpemocTaBiser MOTPEOUTENI0 OTBET Ha €ro oOpalleHHWe B MHUCbMEHHOM BHJE, TPU
IIOMOIIM TOrO JK€ CPEACTBAa CBSI3U (RJIEKTPOHHAsI IIOYTAa, 3aKa3HBIM IHCBMOM, C
UCTIOJIb30BAHUEM TEXHUYECKUX CPEJACTB CBA3HM), KOTOPHIM oOOpalieHue ObUIO MOIy4eHO,
WIM IIyTEM BpY4YEHMsI JIMUHO B PYKH IIpH siBKe noTpedutens B baHk, eciu notpedutensd He
yKa3aj UHOT'O JKEeJIaeMOro crocoda rojy4yeHus: OTBETa.

OtBeTsl Ha oOpaiieHus noTpeduTenei JaroTcsi Ha s3blke oOpamieHus. B cioyuae
HEBO3MOKHOCTH J1aTh OTBET Ha sI3bIKE OOpallleHus, UCIOJIb3yeTCsS rOCy1apCTBEHHbIN WIN
oduimanbHbIi 361K Kbipreizckoii PecriyOnuku.

OOpareare MOTPEOUTENIT MOXKET OBITh YJOBJIETBOPEHO TOJTHOCTHIO WM YaCTHYHO.
Pemenne no mpereH3usM, xanodam, WM 3apocy JODKHO COAEPKaTh MOTHBHPOBAHHBIHN
OTBET Ha KAXKJbIH M3JI0KEHHBIM 3asBUTEJIEM JIOBOJ], CO CCHUIKOM NMPU HEOOXOAMMOCTH Ha
KOHKpETHbIe HOpPMAaTHBHbIE IpaBoBble akThbl Kbipreizckoit PecnyOnmku, YcraB banka,
BHYTpEHHHE TOKyMEHThI baHka.

[ToBTOpHBIE OOpallieHUs] MOTpPeOUTENEH, B KOTOPBIX HE NPUBOJSATCS HOBBIE JOBOJBI WIIU
0OCTOSITENICTBA, MOTYT OBITH OCTaBICHBI 0€3 pPAaCCMOTPEHHUS NpPU YCIOBHH, YTO IO
IpeIbIIYIIUM 00pallleHUsIM JJaHbl HCUEPIIBIBAIOIINE OTBETHI U MPUHSATHI BCE HEOOXOIUMBbIE
MEpBI.

JIoKyMeHTBI O pe3ylnbTaTaM PAaCCMOTPEHHBIX ajlod U 3asBICHUH (CIIOPOB) KIMEHTOB
JIOJIKHBI XpPAHUTHCS B YCTAHOBJIEHHOM MOPSJIKE HE MEHEE TPEX JIET.

TJIABA IV. ITIPOLIEAYPA PACCMOTPEHUSA OBPAIIIEHUHI 1
HNPEJOCTABJIEHUE OTBETA ITIOTPEBUTEJIIO

JlHeM mosydeHusi MUCHhbMEHHBIX OOpAalIeHWH CYMTAETCs ICHb MONYYeHUs (PEerucTpaIium)
obpamenuii B bank, KOoTOpble mNpoxoAsaT peructpanuio B OOmem otaene/gpunnanax
MIOCPEJICTBOM MPOTrpaMMHOTO obecriedeHusi, B PI1 — KypHalbHBIM cITOCOOOM, COTIACHO
MIPUIIOKEHUIO 1.

[Tocne  perucTpauumum  NHUCBMEHHBIX  oOpameHud, OOmMHA  OTHEN/CeKpeTaph-
JIeNTOTIPOU3BOJNTENh (HiHala B 3aBUCUMOCTH OT CYTH OOpamieHwsi TIepenaeT ux
IIpencenaremnto [IpaBnenus, 160 KYpHUPYIOLIEMY YJIEHY [IpaBnenus
banka/ympapnstonmeMy (GuiamamoM W OCYHIECTBISIET KOHTPOJb HaJl CBOECBPEMEHHOM
MOATOTOBKOW OTBETA MOTPEOUTEIIO.

[Ipencenarens IlpaBnenusi, nubo Kypupytoumii uneH IlpaBrnenus/ynpaBistommii
GmmanoM HCXOId W3 COAEpKaHUS OOpalleHus, JaeT MOpPYYCHHE OTBETCTBEHHBIM
CTPYKTYPHBIM TIOJIPA3/CICHUASM JUISI TIOJTOTOBKH OTBETOB IO BBIICHEHWIO TPHYNHBI
BO3HMKHOBEHHUSI TOTO WM HMHOTO OOpamieHHs W TPEICTAaBIICHHS HA/JICKAIIEro OTBETa,
YIOBJIETBOPSIONIETO TPEOOBAHKE MTOTPEOUTEIS.

OxoHUaTETHHBIN OTBET, MOJITOTOBJICHHBIH OTBETCTBCHHBIM CTPYKTYPHBIM
noJpa3/ieiecHueM Tedaraercsi Ha pupmeHHOM Onanke baHka, BH3HMpyeTCS Ha4aabHHUKOM
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3TOr0 MoJpa3aescHus, (P HEOOXOIMMOCTH COTIacOBbIBaeTCs ¢ KOpHIUYeCKUM OTIeIOM)
Ha WMS TPEACTaBHUBILETO Xaynoly, MPETeH3UI0 MOTPEOUTENs,, KOTOPbI MOJIUCHIBACTCS
KyPUPYIOIIUM PYKOBOJIUTEIIEM.

[Ipu  yctHOM OOpamieHud  NOTPeOMTENs  HENOCPEACTBEHHO K  PYKOBOJIUTEIIO
noapasnenenus baHka, mocinegHUH, MO BO3MOXHOCTH HE3aMEUIUTEIBHO YCTpaHSET
npobieMy WIM HeAOpaOOTKH, BBI3BAaBUIME JKAIO0Yy WM MPETEH3UI0 CO CTOPOHBI
noTpeOUTENsT M JOJDKEH YOEOMThCS, YTO MOTPEOMTENh YIOBIECTBOPEH DPELICHHEM €ro
Bompoca. B ciyuae ecinm BOmpoc HE pemiaeTcs Ha YpOBHE PYKOBOAUTEINS MOAPa3AeICHUS
banka, kK KOTOpoMy OOpaTHWiCS TMOTpeOUTEeNb, PYKOBOAMTENb JOJDKEH IIOCTaBUTh B
U3BECTHOCTh CBOETO HEMOCPEACTBEHHOTO KypaTropa, KOTOPBIH MNpH HEO0OXOAMMOCTH
JOJDKEH TOJKIIOYHTh JIPYTHE COOTBETCTBYIOIIME CTPYKTYpHBIE MOJPA3/ACICHUS JUIS
paspelIeHus JaHHOW CUTYalluu.

B ciyuae, ecnu xano6a noctynwia B yctHol popme uepe3 Call-nentp banka, cnenuanuct
Call-uentpa yka3biBaeT CyThb KaJloObl, KOHTAKThl MOTPEOHTEIIS, IPUIAraeT ayJAUO3aIUCh
Tesie()OHHOTO pa3roBopa, CKpuHIIOTh coodiienuit B [10 vTiger/CRM u He3ameIuTeIbHO
HanpasiseT xkanmoOy B OPOJl s paccmMoTpeHuss mo 3iekTpoHHoi mnoure. OPOJL
paccMOTpeB  jkainoOy, CTaBUT B  HM3BECTHOCTh  PYKOBOJHTEJS/YIPABIISIOIIETO
COOTBETCTBYIOIIETO  CTPYKTYpHOTO  TOJpa3neneHusi.  PykoBomurenw/Y npaBistomniye
COOTBETCTBYIOUIMX CTPYKTYPHBIX Monpa3ieneHnii banka B TedeHue 7 (cemMb) pabOUmMX
JTHEH B CBOIO OdYepelb PACCMOTPEB >Kano0y, NpH HEOOXOAMMOCTH KOHTAKTHUPYIOT C
3asgBUTENEM W WHQPOPMHUPYIOT O pe3yiabTaTrax IMPOBEACHHOH pabOTHl MO IOCTYIHBIICH
xanobe OPOJI. B cBoro ouepenn, OPO/] ¢pukcupyer B [10 vTiger/CRM npunsThie MEpBbI,
npu HEOOXOAMMOCTH TpWiIaraeT BCe JOKYMEHTHI B aBTOMATH3MPOBAHHYIO cUCTeMy. B
3aBHCUMOCTH  OT  OTBETa  PYKOBOAMTENEH  COOTBETCTBYIOUIMX  MOZApAa3eIICHHUM
/ynpasisitonux ¢uwimanoB, OPOJl Bener manmpHe#mIyr0 paboOTy MO YCTPAaHEHUIO MPUYHH
XKanmoObl, yIydlIeHHto Ou3Hec-mporieccoB banka. B ciyuae, ecnm 3asBHUTENb MPOCHUT
NPEJOCTaBUTh OTBET B IHCHBMEHHOM BHJE, OTBETCTBEHHBIC COTPYIHUKH (umana/
cOeperaTeTbHOM/BBIE3THON KACChl/pernoOHAIBHOTO ToApa3aeneHust banka B 00s3arebHOM
MOPSIJIKE COTJIACOBBIBAIOT OTBETHBIE cbMa ¢ OPO/I, 3aTrem 3a MOAMUCHIO YITPABIISIONIETO
(GHIMANIOM OTIIPABIIAIOT TUCHMO 3asBUTEIIIO.

[Tpr HEOOXOAMMOCTH CO3JAETCsS KOMHCCHS JIJISl paccielOBaHUs, 3aKII0UYeHHE KOMHUCCHU
BBIHOCHTCST Ha paccMmoTpenue llpeacenarenst IlpaBieHus W KypUpPYIOIIETO dWieHA
IIpaBnenus.

He nomyckaetcst mopydeHue paccMoTpeHus oOpaiieHusi corpyHuky banka, nefictBus mim
0e3nelicTBIEe KOTOPOTO 00KATYIOTCS.

B cimyuae ecnm oOparieHusi SIBUIMCh OCHOBAaHHEM YCTPAaHEHHsI KOPPYHIIMOHHBIX WIIH
IpYTUX JeWCTBUN COTPYOHUKOB baHka, B 00s3aTeNbHOM TMOPSJIKE YBEIOMIIIETCS
VYrpaBieHne KOMIUIa€HC-KOHTPOJs, crenuanuctbl Ciyk0bl 0€30macHOCTH  MPOBOJST
CITy’KE€OHBIE PacCIIeOBaHUS TSI IPHHSATHS COOTBETCTBYIOIINX MEP.

[TpereH3noHHBIE PAaOOTHI, CBSI3aHHBIE HEMTOCPEICTBEHHO C WCIOJIh30BAHUEM OaHKOBCKHX
IUTATSKHBIX KapT <«Onkapt», «Mactep Kapm», uam Apyrux TMJIaTeXHBIX CHCTEM,
NPOBOJSITCSI B COOTBETCTBHHM C BHYTPEHHHMH JOKyMEHTaMH baHKa, peryimmpyromme
BOTIPOCHI COOTBETCTBYIOIINX CHCTEM OaHKOBCKUX TUIATEKHBIX KapT.

Pa3znen 4.1. Tlopsinok padorsl ¢ KHuroii :kanod u npeaioxeHuii
B xaxngom monpasnenenun banka B MecTtax OOCTYy)XMBaHUS KJIMEHTOB, HA BHJIHOM WU

JOCTYITHOM JUIsi 0003peHUsI KIMEHTOB MecTe (MH(GOpMallMOHHbIE CTEHABI U T.II.) JIOJDKHA
HaxonuThcsi KHura kano0 W mpemayioKeHui, B KOTOPOUM KIIMEHT BIIpaBe 3a(UKCHPOBATH
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CBOM 3aMEYaHHS U TMPEUIOKEHUS MO YIAYYIICHHIO HIM ONTUMH3AIMH OaHKOBCKHX
IIPOJYKTOB U IPOILIECCOB.

B Kuure xamo® u mpeioKeHH JOJHKHBI OBITh YKa3aHbI CIEAYIOIINE JaHHbBIC: J1aTa,
(damMunusi, ©MsI ¥ OTYECTBO MOTPEOUTENs, apec, KOHTAaKTHBIE JaHHbIE, CyTh OOpaleHHs,
npunsateie Mepbl ([Ipunoxenune 2). Kuura xamo® u mnpemiokeHud AODKHA OBITH
IIPOHYMEPOBaHa, NPOIIHYypOBaHa, a Takke 3aBepeHa Ilpencemarenem IlpaBnenus wnm
PYKOBOJAUTEIEM COOTBETCTBYIOLEIO CTPYKTYpHOrO IojpasjesieHus baHka M ckperuieHa
neyarpto  banka. Kuura Begercs 10 OJIHOTO  3allOJHEHMsS] BCEX  CTpaHUL,
NpeJHa3HAYCHHBIX I BHECCHUS 3aMEUaHUil W/WIIH MPeUIOKeHUH 1 nHpopManuu o0 ux
pPaccMOTpPEHHUHN.

CBeneHus O pe3yiabTaTax pacCMOTPEHHS JKalo0 W/WIM TPEATOKEHHH, OTMETKa O
HaNpaBJICHUU OTBETa NMOTpeOHTENto (B Cilydae HAIWYMS - JaThl M PErHCTPALMOHHOTO
HOMEpa OTBETa), B TOM YMHCJE, NPEANPHUHATHIC JEHCTBHA B OTBET Ha oOpalieHue
norpedurens, @.M.0. 0TBETCTBEHHOTO UCIOJIHUTEINS, €0 MOANNCH U CPOKU UCIIOTHEHUS
BHOCATCS B Kuury xamo® u mnOpeioKeHUM HEe MO3JHee IOCIEeIHEro JAHS CpokKa
paccMOTpeHHs OOpalIeHU TOTPEOUTENEH.

B ciiydyae HE0OX0AMMOCTH OTBET 3asIBUTEIIO MOKET ObITh O(POPMIIEH B MHUCbMEHHOM BUJIE
B YCTaHOBJICHHbIE TaHHOU [Ipouieaypoit cpoku.

[Tpu mocrymienuun >xanod6 B KHury xamo® u mpenyoxeHud, B 3aBHCHUMOCTH OT CYTH
oOpamieHus, pyKOBOJIUTENh COOTBETCTBYIOIIETO CTPYKTypHOro mozapasaenenus [0/
yrnpaBisitonmii - ¢puimanoM  baHka  He3aMeMIMTENPHO — pacCcMaTpuBaeT KalolOy B
YCTAHOBJICHHOM Mopsiake. PykoBoauTenb CTPYKTYpHOTO MOJpPA3/A€iICHUS B TeueHHE 7
(cemb) pabouux AHEH JOBOJUT OTBET HEMOCPEACTBEHHO 3asBUTENIO, a KOMHUIO OTBETa B
OPO/1, ynpasmistromuii Gpuiinaiom oTrpasisieT coriacoBannbiii ¢ OPO/] oTBeT 3asBUTEIIO.
OTBeTCTBEHHBIN COTPYIHUK (QUIMaANoB, cOeperaTeibHbIX KacC, BBIC3JHBIX Kacc,
pPEerMoHaNbHBIX NOJAPa3AeIeHUN U Ip. €KEAHEBHO 110 OKOHUYAHUU paboyero JHs MpoBepsieT
Kuaury xano6 u mpemayiokeHUN Ha IMOCTYIUIEHHE OOpallleHui OT MOoTpeduTenei yciyr
banka. Ilpu Hanmuuum xano0 OTBETCTBEHHBIH COTpPyAHMK nyonupyer ux B 11O
vTiger/CRM, He3aMeIIMTEIbHO CTaBUT B H3BECTHOCTH YIPABJISIOMIETO (GUIAAIOM |
OPOJI, xoHTponHpyeT COOMIOJEHHE CPOKOB PACCMOTPEHUsI Kajnol, obecreuynBaer
CBOEBPEMEHHYIO OTBETHYIO 3anuch B KHHre 5kano0 u npeyiokKeH i, COCTaBIIIeT OTBETHbIE
nuchMa 3asgBUTENIO, coriacoBbiBaeT ux ¢ OPOJl, ormpaBisier OTBETHblE NHUCHMA 3a
MNOJIMKUCHIO  YIPABJIAIOIIErO (PUINATIOB, JOMOJIHUTENBHO KOHTPOJUPYET COOII0JCHHE
CranpaproB oOciyxuBanus KireHToB OAO «Alibul bank» corpyanukamu ¢punnanos. Bee
NPUHSTHIC MEPBI M PEIICHHs 10 MOCTymnHBIIeH xanobe pukcupyrores B [10 vTiger/CRM.

53-1. Bece xanoObl B KHHTE KaJo0 W MpemIokeHuii Heooxoaumo ayommposats B [10 vTiger

54,

/CRM B neHp oOpallieHusl KJIUEHTa ¢ MPUIOKEHUEM CKAaHMPOBAHHOW BEPCHM KaJIOOBI.
OTBETCTBEHHBIE COTPYAHUKHU IO OOpaIeHUsIM O00ECIIEUNBAIOT CBOEBPEMEHHBIN BBOJI
nnpopmanuu B I10 vTiger/CRM. B cnydasix pacxoxaeHus HHpOpMaluu B KHUTE 5Kaj100
n npemioxennit ¢ 110 vTiger/CRM oTBeTCTBEeHHBIE COTPYAHHUKH IO OOpalIeHUsIM U
yhnpasisione  (GpuiaInasoB/pyKOBOAUTENN  CTPYKTYPHBIX — MOJpa3fesieHud  HecyT
OTBETCTBEHHOCTb.
OtBerctBeHHBIH coTpyAHUK ['O (oduc-MeHemxep) exXeTHEBHO MO OKOHYAHUHU pabodvero
nHs mpoBepsier Kuury xano0 M mpemiokKeHWM Ha MOCTyIUIeHHe oOpalieHuil oT
notpeduteneit yenyr banka. [lpu Hammuum sxano6 ayonupyer ux B [1O VvTiger/CRM,
HEe3aMe/UINTEIbHO CTaBUT B U3BECTHOCTh PYKOBOAUTENEH COOTBETCTBYIOIINUX CTPYKTYPHBIX
nonpazaenenuit 1 OPOJ] o moctynuBmiel »xkanode, KOHTPOIUPYET COOII0JEHHE CPOKOB
paccMOTpeHHUs ka0l U oOecreurnBaeT CBOEBPEMEHHYIO OTBETHYIO 3anuch B Kuure anob
Y TIPEIOKECHUH, TIOMOJIHUTEIILHO KOHTPOJIUpyeT cobmonenne CTaHaapTOB 00CITyKMBaHUS
kiueHToB OAO «Aibin bank» corpyanukamu ¢pont-oduca I'O. Ilpu HeobxoaumocTn
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COOTBETCTBYIOLIIUM CTPYKTYPHBIM HOJIpa3IeJIEHuEM IIPEIOCTABIISAETCS
YCTHBIA/MTUCHMEHHBIA OTBET Ha OOpalleHHe MOTpeOUTENIs, KOMMs OTBETa HANPABISECTCS B
OPO/JI. OtBerctBennblii cotpyauuk OPOJ] nmpoBoauT nanbHeIyo paboTy COBMECTHO ¢
COOTBETCTBYIOUIMMHU CTPYKTYPHBIMU TOpa3aeneHussMu/punuanamu banka o BbIsSBICHHIO
U YCTPaHEHHWIO MPHYUH KaJoObl, PACCMOTPEHMIO NpEIJIOKEHHH moTpedureneil. Bce
NPUHSTHIC MEPBI M PEIICHHs [0 NOCTYNHUBIIEH xanobe pukcupyrores B I10 vTiger/CRM.
Ypasnsromue ¢unnanamu /opuc menemkep (corpynauk Otaena Mapkerunra u PR),
corpynaukn OPOJ] exemecsdHO IODKHBI TpOBepATh 3amucd B Kaure xamobd u
NpPeUIOKEHU Ha TpeaMeT Hajduuusl OoOpallleHHi, MOJHOTY CBEACHUH O 3asBUTENE U
CBOEBPEMEHHOCTH HCIIOJHEHHSI YKa3aHHBIX KaJ00 ¥ MPEIOKEHUH 1 PUHATHIX Mepax.

Pa3znen 4.2. Tlopsaok padotsl ¢ o0pamenusavu, nocrynupmumu B Call-LlenTp, Ha
TeJie(pOH KoBepus U OpUUHAIbHBIN callT banka

Corpynnuxu Call-Lentpa:

[TonyunB ycTHOE oOpamieHne notpedures, 3amonHser KapTouky KimeHTa B Mporpamme
Oktell/CRM Banka, rie Beaercst y4eT Bcex nmocTynuBiiux 3BoHKOB B Call-nientp banka, a
TaKXe BEJIET y4eT MOCTYIMHMBIIUX kano0 1o tenedony gosepus B nporpamme Vtiger/CRM
banka.

Coobmraer moTpeduTeNnto, Kyna OyAeT HampaBlIieHO ero oOpaiieHue B JanbHeimeMm. B
cllyyae €CIHM H3JIOKEHHBIH B yCTHOM OOpalIeHWH IOTPEOUTENsE BOMPOC HE Tpedyer
JIOTIOJIHUTEILHOTO W3Y4YEHMsI WU MPOBEACHUS JOMOJIHUTEIBbHOM IMPOBEPKHU, OTBET Ha
oOpamieHne MOXeT ObITh JJaH ONEepaTWBHO, B YCTHOH (opme, 1o TenedoHy WM B XOJ€
JUYHOTO IIpUEMa.

HezamennurenpHo coOOIIaeT O MOCTYMUBIIEM 3BOHKE/COOOUICHWH W CYTH OOpamieHHs
oTBeTCTBEHHOMY coTpyaHuKy OPO/I nns nanpHelero paccMoTpeHusi UM Boripoca. Jlanee
oTBeTcTBeHHBIN coTpyaHuk OPO/] nampasnser oOpalieHne moTpeOuTesss pyKOBOIUTEIIO
COOTBETCTBYIOILLIETO CTPYKTYPHOIO TNoJpa3zieneHus/ynpasistomemy ¢uiuaioM. Ilocie
MOJIHOTO HM3Y4YEHHUsS! BOMPOCA, B 3aBHUCHUMOCTH OT €ro CYTH OTBETCTBEHHBIM COTPYIHHUK
OPOJl wmu pyKOBOIUTETh CTPYKTYPHOTO TMOJPA3CICHUS/YyPABISIOMNN  (UIHaIoM
CBsA3bIBaeTCs C 3asBUTeNneM. Jlanee pyKOBOJUTENb COOTBETCTBYIOUIETO CTPYKTYpHOTO
NoJipa3/iesieHusl/ ypapisomuil  puiararoM HHPOPMUPYET OTBETCTBEHHOIO COTPYAHHMKA
OPO/1 o npunateix Mepax, a OPO/l npu HeoOX0IMMOCTH BEJET JaJIbHEHIIYI0 paboTy IO
YIAY4IIEHUI0 OW3HEC-TIPOLIECCOB M KJIMEHTCKOIOo OOCITYXHBaHHUS, a TaKkKe MOMKET
OCYILIECTBUTh KOHTPOJIbHBIN 3BOHOK KJIMEHTYy. OTBeTcTBeHHBIH ocTpyaHuK OPOJl BHOCUT
uH(pOpMAIIHIO 0 IPUHATHIX Mepax u pemeHusx B [10 vTiger /CRM.

B cnyudae, ecnu Bonpoc TpeOyeT MMCbMEHHOTO OTBETA, TO OTBETCTBEHHOE MOJIpa3zelieHUue
TOTOBUT U OTIpPABJIIE€T NHCbMEHHBI OTBET 3asBUTEII0 B YCTAHOBJIEHHbBIC JaHHOU
[Tpouenypoii cpoku, konus Hanpasisiercss B OPOJI. Ecnu Bonpoc, U30XKeHHBIM B YCTHOM
oOpallleHnu, HE MOXeT OBITb pPAcCMOTPEH B ONEPATUBHOM TMOpSAKE U TpedyeT
JOTIOJTHUTEIBHOTO HW3YYEHHUs, MOTPeOUTENI0 MpeuiaraeTcd HU3JI0XKUTh OOpalleHue B
MUCBbMEHHON (hopMe ¢ TPUIIOKEHNEM TTOATBEPKIAIOIINX JOKYMEHTOB.

B cnyuae ecnm, oOpaiieHue B BHIE >Kajdo0bl MOBTOPHOE M HOCHT CHCTEMAaTHYECKHUIl
xapaktep, OPOJ] moBoauT 10 cBeaeHus pykoBoacTBa banka.

OO6parenus, »anoosl U MUchbMa MoTpeduTenell GMHAHCOBBIX YCIYT ¢ O(ULIMATIBLHOTO caifTa
banka (Www.ab.kg) aBromaTiuecku mocTymarmT Ha 3JIEKTPOHHBIH aapec OOmero oraena
(office@ab.kg) xoTophlii B 3aBUCHMOCTH OT CYTH BOIpOCa HE3aMEIIMTEIHHO
NepenpaBisieT €ero Ha DJJEKTPOHHBIM  aJpec PYKOBOAMUTENS COOTBETCTBYIOLIETO
CTPYKTYpHOro mnoppasnenenus. Ilocinennuil n3ydaer cyTb oOpalieHHsl U MpeJoCTaBiseT
OTBET B JIEKTPOHHOM BH/I€ OTIIPaBUTENIO, a Konuto oTrchuiaeT B Call-1ieHTp A1 cBeeHuUs .


http://www.ab.kg/
mailto:office@ab.kg

OAO “Aiibin bank”
[Ipouenypa paccmoTpenus odpamenuii norpedureneir OAO “Aiibit bank” JACI

62-1.

62-2.

62-3.

62-4.

62.

63.

64-1.

OOpareHust KOpPYIIIMOHHOTO M MOIIEHHUYECKOT0 XapakTepa, MOCTYNUBIINE Ha TeaeoH
JIOBEpHsI JTOJDKHBI OBITh HE3aMEJIUTENbHO mpencTaBieHsl B CioyxOy 0e30macHOCTH |
VYnpaBiaeHne ~— KOMIUIAGHC ~ KOHTPOJIE B COOTBETCTBHM € TpeOOBaHUSAMHU
AHTUKOPpPYNIMOHHON NosnTUKK banka.

Pa3znen 4.3. TpeGoBaHusi K HHPOPMALHOHHOMY CTEHY

B kaxnaom monpasznenenuu baHka J0MDKEH HAaxXOAMTbCS WH(GOPMALMOHHBIN CTEH

(mpunoxenwue 6), ¢ HeOOXoaAUMON HH(OPMALIUEH I TOTPEOUTENEH.

Crenn ¢ uHpopmanuei T0KEH ObITh pa3MEIIeH B JOCTYIHOM JUIs 00O3pEHHs MecTe U

colepkarb, Kak MHHUMYM, CIEOYIOUIyI0 HH(OPMAIMI0 Ha TOCYJapCTBEHHOM U

O(UITMAIEHOM S3bIKAX:

— OoT4eT 0 (PMHAHCOBOM TIOJIOKEHUHU U OTYET O mpuObUH U yobITKE OAO «AfibI bank»
Ha MOCJEIHIOI OTYETHYIO /ATy,

— xomnus aunen3un Hamuonaneaoro banka KP;

— xonus CBuuerenbcTBa AreHTCTBa 110 3amuTe Aeno3utos KP;

— Ttapudsl Ha ycinyru banka mns ropuamueckux U pusmueckux smn.  MHbopmanus o
npoaykTax banka u Apyrux GUHAHCOBBIX yCIyTax;

—  IepeyeHb JJIOKYMEHTOB, HEOOXOAUMBIX JUISl MOJTY4YEHUS KPEaUTa;

— IepeyeHb OCHOBHBIX HOpPMAaTHBHBIX IpaBOBBIX akTOB HanumonampHOro OaHka
Kbipreisckoii PecnyOnuku U BHYTpEHHUX HOpPMAaTHBHBIX JOKYMEHTOB baHka,
periaMeHTHPYIOIIUX IPOLECC KPEIUTOBAHMUS,

—  uHpOopMaIusa 00 U3MEHEHNH OOUINX YCIOBHH MPEI0CTABICHUS! (PMHAHCOBBIX YCIIYT;

—  IepeyeHb mpaB NoTpeOuTesei;

—  Kuwura xano6 u npeioxeHui;

— rpaduK JTUYHOTO IpHeMa pykoBojacTBa baHka;

—  HoMep TenedoHa, Mo KOTOPOMY MOXKHO OCTaBUTh oOpaiieHue (TenedoH 10Bepusi);

— U Ap. UHPOpMaIHIO.

OTBETCTBEHHBIE COTPYIHUKH IO OOPAIICHHUSIM €XKEMECIIHO MPOBEPSIOT HHPOPMAIIHIO Ha

MH(POPMALlMOHHBIX CTeHJaX baHka Ha npeaMeT axkTyalbHOCTH M COOTBETCTBHS

YIBEPKAEHHbIM  cTaHiapTaM. [Ipu  BBISIBIEHHH HECOOTBETCTBHS  COOOLIAIOT B

OPO/l/ynpassitoniuM (pUinaos.

I''IABA V. KOHTPOJIb 1 OTYETHOCTb

B nensix ananuza, KOHTPOJIS U BBIPAOOTKH MPEJIOKEHUM, HATPABICHHBIX HA JaJIbHEHIIIee
yIydllieHne KauecTBa OOCIy)XHBaHUsA KJIHMEHTOB baHka, ympasistonue (UInaios,
exekBapTaabHO 10 10 yucima, mpoBepsroT Bee 3anucu n3 KHUTH xanmobd u mpeaioKeHuil B
I1O vTiger/CRM, a takxe ckaHnep komuu 3amnuceii B KHurax sxano0 u npeuiosKeHui Bcex
CBOMX TIOJIpa3/IeJICHUH, I KOHCOMUIAIIUN OTUEeTA.

CBomnplii oTyeT 1O Kaimobam OTaen pUCK-MEHEIKMEHTa W YTpaBlieHHe KOMIUIaeHC-
KOoHTpoJisi MoryT monyuuth B [10 vTiger/CRM mis nanbueiimeit padotrel. OPO/] 06s3an
BECTH CTAaTUCTHUYECKYI0 0a3y MaHHBIX TI0 BCEM OOpaleHusM TOTpeOuTenet s
COOCTBEHHBIX AHAIMTHYECKUX €€ W TPENOCTaBIECHUsS OTYETHOCTH B HarmoHambHBIN
Oank 1o 20 uyumcima wMecsla, CICAYIONIETO 3a OTYETHBIM TIOMYTrOJMEM COTJIACHO
[Tpunoxenuto 5.

B mensx mpemynpexacHUss BOSHUKHOBEHHS HApYIICHUH TpaB W 3aKOHHBIX HHTEPECOB
MOTpeOuTeNEeH, TOBBIMICHUS KadecTBa MPEIOCTABISEMBIX YCIYT, a TakXKe YIydIIeHUs
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opranuzanuy padoThl ¢ 0OpameHUsIMU TOTpeOuTeNel, YpaBleHHe KOMILIAEHC KOHTPOJIS
NPOBOJIUT HAJICKALIMIA BHYTPEHHUH KOHTPOJIb 32 HOPSIKOM PAacCMOTPEHHs 0OpalleHui,
a TaK)K€ Ha IIOCTOSTHHOW OCHOBE:

1) TpoOBOAUT MOHUTOPUHT, aHAMM3 H 0000meHNe oOpamieHuid mnoTpeduTenet I
BBISIBJICHUS U YCTPAHEHUS TPUYMH, KOTOPHIE SBUINCh OCHOBAaHHEM JJIsl OOpalleHui;

2) BbIpabaThIBa€T PEKOMEHJIAIMH 10 YIYUYIICHUIO OPraHU3aluu padoThl ¢ 0OpaleHUIMU
noTpeOuTenet;

3) pa3pabatbIBaeT aJisi pyKOBOACTBA baHka mpeayioxkeHust 0 IPUHATUU HEOOXOIUMBIX MEp
[0 YCTPAaHEHHIO BBISBICHHBIX HAPYIIEHUH M NPEBEHTHBHBIX MEpax IO HEAOMYIICHUIO
TaKUX HAPYLIECHUN B 1eATEIbHOCTH baHKa.

I''IABA VI. OTBETCTBEHHOCTb

Haganeauk OPO/I /Yupasnstonue QuiinaioB HECYyT MEPCOHAIBHYIO OTBETCTBEHHOCThH 3a
MpaBUJIBHYIO OpraHU3aIio paboThl ¢ OOpallleHUsAMH, TMocTynaronuMu B baHk,
CBOEBPEMEHHBIN y4eT, aHAJIU3 U IMOCIEeIYIONIe MEPOIIPUATHS, CBSI3aHHBIE C MPOLETypOr
paccMOTpeHust oOpaIieHui.

HavanpHUKHM CTPYKTYpHBIX MOJApa3AeieHUH HECYT OTBETCTBEHHOCTh 3a IPABHIBHYIO
OpTaHU3aIUI0 PadOTHl U HAUICKAIINHA TPOIECC PACCMOTPEHUST OOpalICHHIA TTOTpeOuTeNeH
u goseaenus a0 ceeaenus OPOJl okoHuaTeIbHOTO OTBETA.
Call-uentp/OPO/I/HauansHuku CTPYKTYPHBIX noJipa3iesieHuii/ Y IpaBIsiFoIIne
¢mmanaMu HECYT OTBETCTBEHHOCTH 32 HAJICKANIMKA MPOIECC PACCMOTPEHUS YCTHBIX U
NUCHMEHHBIX OOpAaIlIeHuH MNOTpeOUTENe, MOBEACHHUS 10 CBEICHHS OKOHYATEIHHOTO
OTBETA NOTPEOUTETISAM.

Hauvanpauk OPOJ] HeceT OTBETCTBEHHOCTh 3a MPEIOCTABICHHUE CBOEBPEMEHHOTO U
NOJHOTO OT4eTta 1Mo oOpamenusMm mnotpedurenerd  Ilpeacemaremo  IlpaBnenus
banka/kypupyromemy wieny [IpaBienns, a Tak’ke BHEIIHAM T0JIH30BATENSM TI0 3aIIpOCy.
VYnpaBieHrne KOMIUIAeHC - KOHTPOJIS HECET OTBETCTBEHHOCTD 32 OCYIIECTBICHUE KOHTPOJIS
3a opranu3zanuei pabotsl banka o paccMOTpeHuIo kanob (3asiBI€HUN) KIHMEHTOB.
YOK/Otaen pernoHaIbHOTO pa3BUTHS/yIIpaBIisionue (GpuiinaaaMyd HECYT OTBETCTBEHHOCTD
3a coOmofeHre TpeOoBaHU K MH()OPMALIMOHHOMY CTEHAY, €r0 HalOJHEHUIO aKTyalbHOU
uH(popmanuen ans norpedbureneit banka.

Cnyx06a 0e30IacHOCTH HECeT OTBETCTBEHHOCTb 3a CIPABEIJIMBOE U IOJHOE PACKPBITHE
CIIy’K€OHBIX paccieloBaHuH 10 TEM UM UHBIM OOpallleHusIM oTpeduTesnei.
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KYPHAJ

YUYETA OBPAIIIEHUH NOTPEBUTEJIEN OAO «AUBLJT BAHK)»

Ne

/1.

Jara
MOJyYeHUst

Bxoasimuii
HOMeEp
odpanieHust

®.1.0.
MOTpeduTe s

AJpec ¥ KOHTAKTHBIE
JaHHbIE MOTPeOUTEs

Kpatkoe onucanue cyTn o6pameHuns

HWudopmanus o npuHsaToM pemieHud (Nemex.mucbpma,
KpaTKoe coiep:KaHHe 0TBETa)

OB WIN| -
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k [Iponienype paccmorpenus obpamiennit norpedureneit OAO “Aiibin bank”

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

Neo ®.1.0., CyTb k210051 WIH NPeT0KeHH Pa3bsicHenus banka
/1. KOHTAKTHbIE Aata NPUHSATHIE Mephbl OTBeTCTBEHHBII COTPYIHHK
AaHHbIE (D.U.0., 10/ZKHOCTD, MOAMUCH, 1ATA)
NOTPeouTeIs

G ([W|IN|F-




OAO “Aiibin bank”
[Ipouenypa paccmoTpenus odparienuii norpedurenein OAO “Alibin bank™ JACI

Mpuno:xenue 3

k [Iponienype paccmorpenus obpamiennit norpedureneit OAO “Aiibin bank”

OT4eT 0 MUCbMEHHBIX Ka100aX morpedureaeii B OAO "Aijibla bank"
3a

(yKa3bIBaeTCs OTYETHOE MOJIyro/Jiue M roaa)

OcTarox
HepaccMoT
PEeHHBIX
2KaJ100 B
TPOLILIOM
nepuoae

IocTynuiio
2KAJI00
BCEero

M3 HUX II0 MoBOoAy (TeMa):

BKJIA/I0B
(1eno3uToB)

KpeJIuToB

Klk}_ll/l’l‘ﬂ()ﬁ 3ajiora 0GaHKOBCKHX JACHE’KHBIX | INIATEKHBIX | HHBIX ooMeHa PacuYeTHO- |APyrux

uHdopMmai CYeTos, nepeBooB | KapT IUIATEKHBIX M | BAJIIOT KacCOBOI'0 |ciryyaes

uu (KUB) KpoMme 3JIEKTPOHHBIX 00CITy:KUB
JA€NMO3UTHBIX ycayr aHus

KoaudecTBo
YAOBJIETBOPEHHBIX
2K AJI00, BKJIOYAsT
0CTATOK
HepPacCMOTPEeHHBIX B
NPOILIOM Iepuoae

MNOJTHOCTHIO (YACTUYIHO

Koaundect
BO KaJ100,
BKJIIOYAst
OCTATOK
HepaccMoT
PEeHHBIX B
NPOLLIOM
nepuone, B
YAOBJIETBO
peHHn
KOTOPBIX
OTKA3aHO

KouunuecT
BO 2KaJ100,
MOCTYNIUB
IIMX, HO He
paccMoTpe
HHBIX B
OTYETHOM
nepuoae

r.bumikex

r.0m

BaTtkeHckas
0b6acTe

Joxaman-
Abanckas
obacTe

Hapsiackas
obiacTe

Ormckas
o0JyacTb

Tanacckas
o0JacTs

Yyiickas
o0JacTe

Hccebik-
Kynbckas
00J1acTs

Bcero

Ipumeuanus: 1. B mycTeIx siueiikax yKas3bIBAIOTCs KOJIMYECTBEHHbIC MIOKa3aTeNM (CyMMa).

2.B ClIygae ecian xanoba KacaeTcsi HECKOJIBKUX TEM, OHa JOJDKHA YYUTBIBATHCA B Ka)K,I[Oﬁ TEME OTACJIBHO,; ITPHU DTOM B HOCJ'IeD;y}OIHCfI(—PIX) TeMe(-aX) OHa YYHUTBIBAC€TCA B CKOOKax.
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k [Ipouenype paccmorpenus obpamienuii norpedureneit OAO “Aiibut bank”

EauHbIv cTaHpapT odhopMmneHnss MTHPOPMaLMOHHOIO cTeHAa B TOYKax o6cnyXnBaHus
knueHToB OAO «Anbin BaHk»

AUUIA bAHK

WHdopmaumsa Ha cTeHae:

KHUrA
*ano6 n
npeanoxeHnin

1-okowwko: OT4yeT o puHaHcoBom nonoxeHnn OAO «Anbin BaHk» Ha
nocreAHIO OTYETHYIO AaTy

2-okoLwko: OTyeT 0 NpUGHLINKU 1 yobuiTke OAO «Aibin BaHk» Ha
NocrnefHIo OTYETHYIO AaTy

3-okowko: Tapudbl n yenyrmn Banka ans opungunyeckux nuy (tapudbl,
nepeyeHb He06X0ANMbIX [JOKYMEHTOB MO KpeaAWTOBaHUIO, MO pacyeTHO-
KaccoBOMy 0GCnyxuBaHuto, GykneTbl)

4-okowwko: Tapudel n yenyru Banka ans dusmnveckmnx nuy (tapudsl,
nepeyvyeHb OCHOBHbIX HE06Xx0AUMbIX AOoKyMeHToB HauunoHansHoro baxka KP n
BHYTPEHHUX HOPMaTUBHbIX AOKYyMEeHTOB BaHka no kpeautoBaHuto, no
pacyeTHO-KaccoBOMY 06CnyXvBaHuIO, BykneTbl)

107,00 cm

5-okowko: Konua nuueHsumn HaumoHanbHoro 6avka KP

6-okowko: LiBeTHas konusa CBupeTenbcTBa AreHTCTBa No 3aluThbl
penosutoB KP

7-okowko: KoHTakTHbIe AaHHble (TenedoH aosepus) BaHka n
HaumoHanbHoro 6aHka KP, no koTopoMy MOXHO ocTaBuUTb obpalueHue.
MepeyeHb npaB noTpeburtenen.

8-okowko: NMpoyvas nHdopmaumsn: a) rpachuk nMYHOro npuema
PykoBoacTBa; 6) undopmaumm 06 M3MEeHEeHUsAX YCrOBUA OKa3zaHus
cdrHaHCOBbIX ycnyr; B) MHopMauum o Apyrux chpmHaHCOBbIX yCnyr.

122,00 cm



