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AKTYyanm3npaHoTO Criopa3syMeHue BJiM3a B cuiia Ha: 26.08.2024 r.

BbTpewHn npaBiia 3a npremaHe n obpaboTBaHe Ha »xanbu
(Om1akBaHWUS) Ha KINEHTWN

Obwmn pa3nopendbn

1. Llenta Ha BbTpewHnTe NpaBuaa 3a npnemaHe n obpaborsaHe Ha anbu (onnakBaHWA) Ha KIMEHTU Ha
"Paysera LT" UAB (Hapu4daHu no-gony "lMpaBunia") e ga rapaHTUpa BUCOKOTO Ka4eCTBO Ha KJIMeHTCKaTa
noaapbXxka B "Paysera LT" UAB (HapuyaHo no-gony "OpyxecTBo") Ype3 edpekTnBHa 06paboTka Ha xanbu
(onnakBaHWA) Ha KJIMEHTU 1 pa3pellaBaHe Ha CBbp3aHuTe C Tax npobraemu.

2. MpaBunaTa ce npuaaraT 3a BCMYKKU Kanbu (onnakBaHUs), NoJyYeH BbB Bpb3Ka C 06Cy>XBaHETO Ha
KJIMEHTU, U Ce OTHACSAT [0 Ka4YeCTBOTO U KOHTPOJIa Ha pa3pellaBaHeTo Ha Xanbu (onnakBaHus).

3. XKanbu (onnakBaHMs) OTHOCHO OCMOPEHN TPaH3aKLUMK, U3BBbPLUEHN OT KJIMEHT, Ce NpueMaT, perncTpmpaT u
obpaboTBaT B CbOTBETCTBME C HacTosAwwmTe MNMpasuna.

4. OToensbT No 06cny>KBaHe Ha KJIMEHTU U APYruTe OTFOBOPHU CAYXXMUTenu Ha Opy>XecTBOTO, y4aCcTBaLLW B
obpaboTkaTa 1 pa3pellaBaHeTo Ha Xanba (onnakeaHe), TpsibBa Aa 6bOaT 3ano3HaTw ¢ NMpaBunaTta n ga rn
crnas3sar.

5. 3nonseaHunTe B lpaBusaTta NOHATUA UMAT CIeOHOTO 3HAaYeHue:

5.1. OTroBop 03HavyaBa NNUCMeH OTroBOp, NpefoCTaBeH Ha KJIMeHTa, agpecupaly, nopaurHaTuTe Bbnpocu u/
WU U3UCKBaHUA.

5.2. D py>XecTBO 03Ha4aBa "Paysera LT" UAB (ngeHTudukaymoHeH kog 300060819, na. Homep no OAC
LT10001261114, cepanuuwe B JInuTBa, rp. BunHioc, yn. Pilaités Ne 16).

5.3. OnnaunH nnatcpopma 3a paspeLiaBaHe Ha CNOPOBe 03HavyaBa e/IeKTPOoHHa naaTgopMa, HaCo4eHa KbM
rnoarnomMaraHe Ha noTpebutennTe Npu paspellaBaHe Ha CNOPOBe, MPOM3THUYaALWLM OT OHMANH 4OrOBOpPW.

5.4. KnueHT 03HavyaBa pn3nNYeCcKo Uimn lopnanyecko avue, perncTpmpaHo B cucteMaTta Ha Jpy>XecTBOTO U
KOeTO UMa Cb3aeH akayHT.

5.5. XKanba (onnakBaHe) 03Ha4yaBa NUCMeHa >asnba, nogaZeHa oT KJIMeHTa A0 [py>XecTBOTO, B KOATO ce
NMoco4Ba, Ye npaBaTa WM 3aKOHHUTE UHTEPeCK Ha AafeHO JINLE Ca HapyLLeHM BbB BPpb3Ka C NpeaoCTaBAHUTE
oT [lpy>KeCcTBOTO yC/yr UK CKJIlOYEHUTE [IOr0BOPY U Ce UCKa YA0BNeTBOPABaHE Ha NpeTeHuumTe Ha
KJIMEeHTa.

5.6. Peructbp Ha XXanbu (onnakBaHuA) 03HAYaBa PErucTbp, B KOWTO Cce peructpmpaT »xxanbu (onnakBaHus),
MoJSly4YeH ONPEKTHO OT KJIMEHTU MO nowia, UMENN NN APYr eIeKTPOHHU CpeacTBa. TO3U perucTpaumoHeH
OHEBHMK Ce Nnoaabp)Xa eNeKTPOHHO 1 ce NybsinkyBa B MHTPaHET Ha [lpy>KecTBOTO.


https://www.paysera.lt/v2/bg-LT/index

5.7. 3anuTBaHe 03Ha4yaBa 3aNuUTBaHEe WKW NCKAHE, OTMNPABEHO OT KJIMEHTA, YCTHO UK MUCMEHO, BbB BPpb3Ka C
ycnyrute unm obcny>xBaHeTo, NpeaocTaBsiHN oT [py>XeCcTBOTO, KOraTo pa3pellaBaHeTo Ha 3anNnTBaHETO U
NCKAHETO e JIeCHO 1 OTroBOPbT MOXKe Aa 6bae npenocTaBeH He3abaBHO, UM BLMPOCHT MOXe Aa 6ble pelleH
B XO[a Ha KOHTAKTa/KOMYHUKaLUMATA C KJIMEHTA.

5.8. MoTpebuTen o3HayYaBa PU3MYECKO SIMLLE, KOETO M3MO0N3Ba YC/IYrnTe Ha [ py>KeCcTBOTO 3a LieSin, KOMTO Ca
N3BbH HErosaTa TbpProecka, 6usHec nam npoecnoHaHa AenHoCT.

PernctpupaHe Ha 3annTBaHuA 1 XKXanbwy (ONNakBaHUS) Ha KANEHTN

6. KnneHT MOXXe Oa oTrnpaBu 3annTBaHe B NMCMeHa hopMa (KaTo u3npaTun nMmenn o support@paysera.bg nanm
no nowa 0o agpec: rp. Buanioc, yn. Pilaités Ne 16), ycTHO (no TenedoH), 4ypes nnatdopmMaTta 3a OHIANH
pa3pellaBaHe Ha CNoOpoBe AN JINYHO B LleHTbpa 3a 06Ccy>KBaHe Ha KJIMEHTU, Haxoasal, ce B rp. BunHioc, yn.
Pilaités Ne 16.

7. BCUYKN KIIMEHTCKW 3aNnUTBaHMS, NoJlydeHn oT [py>XeCcTBOTo, ce 06paboTBaT B CbOTBETCTBME C
npouenypaTa 3a perncrpauuns n obcny>XxBaHe Ha KJNEHTH.

8. Ha KNMeHTCKM 3annTBaHUS, oTnpaBeHn YyCTHO (No TenedoH nnn B otaen ,,O06cnyxBaHe Ha KINMEHTN"), ce
oTroBaps 1 npenoctaBssa HeobxogmmaTa nHhopmaLmsa No BpeMe Ha caMus pasroBop. MNpu HEBB3MOXXHOCT 3a
He3abaBeH OTroBop U NpenocTaBsHE Ha UHGOPMaLMA NP YCTHO 3anNnTBaHe, CYXKUTENAT Ha oTAeN
,006Ccny>XBaHe Ha KIMEHTU" LWe NoMCKa OT KJIMEHTa Aa OTNpaBu 3aNUTBAHETO B MNCMEH BUA.

9. MNMpwn Nnony4yaBaHe Ha KJMEHTCKO 3anMTBaHe B NUCMeHa opmMa, CNyXntenaTt Ha otaen ,06cny)xBaHe Ha
KIneHTn” Tpsabsa CaMoCTOATENIHO UK CbC CbOENCTBUETO Ha CAYXXUTENN OT APYrv OTAENN Aa OpraHm3npa u
OCUrypu NpefocTaBAHETO Ha KadYeCcTBeH U n3vyepnaTeneH oTrosop (MHopMaLns) Ha KINEHTa.

10. AKo gazieHo NMMCMEeHOo 3annuTBaHe OTroBaps Ha KpUTepunTe 3a xanba (onsakBaHe), CAY)XUTENAT OT OTAeN
"O6cny>XBaHEe Ha KJIMEHTKU", KOMTO CbAENCTBA Ha KNMeHTa, TpsibBa Oa ro otbenexxn kaTto xanba (onnakeaHe) B
cuctemaTa Zammad M He Mo-KbCHO OT crieaBallns paboTeH AeH Aa ro NnpenpaTu Ha CY>XUTEess, onpeaesieH B
cboTBeTCTBME C 4. 20 oT MNpaBunaTa 3a obpaboTBaHe Ha XKanbu (onnakBaHUA) U U3roTBSIHE HA OTrOBOPUTE Ha
TSX, KONTO CbOTBETHO Le pernctpupa »xxanbaTta (onnakBaHeTO) B perncTbpa 3a 3aBexaaHe Ha »Kanbwu
(onnakBaHus).

11. KNIMeHTU, KOUTO CYMUTAT, Ye TeXHUTE NMpaBa WM 3aKOHHM MHTEPEeCK ca HapyLUeHU nopaamn HernpaBoMepHU
LeNCTBMS Ha [py>KeCTBOTO UJN HErOBU CNY)XUTENN, MaT NMpaBo Aa nNpeasssaT kanba (onnakBaHe) KbM
Apy>XeCcTBOTO MO CIeAHUTE HaYUHMK:

11.1. Ype3 nogaBaHe Ha »xanba (onnakeaHe) B otaoen ,06cny>xBaHe Ha KINEHTU” Ha [py>XeCTBOTO Ha aapec:
rp. BunHioc, yn. Pilaités Ne 16;

11.2. Ypes m3npawaHe Ha xanba (onnakeaHe) no nowaTta A0 agpec: rp. BuaHiwoc, yn. Pilaités Ne 16;

11.3. Ypes mn3npaiwaHe Ha umenn go support@paysera.bg. 3a uennte Ha naeHTUPUKaUMATa Ha KJIMeHTa ce
npuemaT camo xanbu (onnakeaHus), U3NPaTEHN OT JINYHNSA UMENN afpec Ha KIMEHTa, perucTpupaH B akayHTa
Ha KJIMEeHTa;

11.4. Ha yebcanTa Ha [py>xecTBoTO (Www.paysera.bg) 4ype3 nonbsiBaHe Ha popMynapa 3a 3annTBaHe,
JOoCTbNeH B cekuudarta ,luwerte HN";

11.5. Ypes nnaTdopmMaTa 3a OHIAMH pa3pellaBaHe Ha cropoBe Ha agpec https://webgate.ec.europa.eu/odr.



12. XanbaTta (onnakBaHe) MoXe Aa 6bae nogafeHa OT YNbJIHOMOLLEH NpeACTaBUTEN Ha KMeHTa (Hanp.
aABoOKaT, NpeAcTaBnsBall KaMeHTa). B To3m cnyyanm ynbJHOMOLEHOTO nnue Tpsbea Aa npenocTtaBun
OOKYMEHTU, MOTBBbPXKAABALIM MbJHOMOWMATA My Aa AelCTBa OT MMETO Ha KJINeHTa (Hanp. MbJIHOMOLLHO UK
Opyr OOroBop 3a NPenCcTaBUTENCTBO). JOKYMEHTDHT, yNbJIHOMOLWABAaLY, MLETO Oa AEACTBA OT MMETO Ha
KJINEHTA, Ce Konuvpa, 3aBepsiBa Ce OT OTFOBOPHUA Ciy>xuten (¢ neyaT ,BspHO c opuruHana”, nata u nme,
hamMmnnmsa, ANbXHOCT 1 NOAMNMUC Ha INLLETO, HaMpaBuo U yAOCTOBEPUIIO KOMMETO Ha OpMUrMHasia) 1 ce npunara
KbM anbaTta (onsakBaHeTo). AKo xanbaTa (onnakBaHETO), MoAaAeHa OT YMbJIHOMOLLEH NMpencTaBUTes Ha
KJINEHTA, HE BKJIIOYBA AOKYMEHTW, MOTBbPXXAaBallX NbJHOMOLWMNATA Ha NpeacTaBUTENs, OTTOBOPHUAT
cnyxunten, obpaboTsall xxanbaTa (onnakeaHeTo), TpabBa Aa M3NCKa NpeaoCTaBAHETO Ha TakMBa AOKYMEHTMW.

13. XanbaTta (onnakBaHeTo) TpsAbBa Aa cbAobpXKa:

13.1. MbaHOTO NMe (3a hrsn4ecko nnue) Ha kaneHTa/ime Ha KnmMeHTa (3a PUANYECKO NnLe);
13.2. Aopec Ha KJIMeHTa;

13.3. TenedoHeH HOMep NN NMenn agpec;

13.4. laTaTa Ha NofaBaHe Ha XxanbaTa (onnakBaHeTO);

13.5. CbwHOCTTa Ha anbaTa (onaakBaHETO), T.e. KOM NpaBa WM 3aKOHHN NMHTEepeCcH Ha KJIMeHTa ca
HapyLleHu;

13.6. N3nckBaHUATa KbM [py»KeCcTBOTO;
13.7. loKyMeHTU, CBbP3aHn C xxanbaTa (onsakBaHeTO), ako KJIMEHTDBT pa3nosiara C TakMBea.

14. AKO HSIKOWM OT 3aA4b/DKUTENHUTE efleMeHTN Ha nHdopMaumaTa, NocoyYeHn B 4. 13 oT MNMpaBunaTa, He e
npenocTaBeH, [lpy>KeCTBOTO MMa NpPaBo Aa NOUCKa OT KJMEeHTa Aa U3SCHW (AonbisiHK) XanbaTa (onnakBaHeTO).

15. NMucmeHaTa xanba (onnakBaHe), NoganeHa oT KAMeHTa, TpsAbea na 6bae nobpe opopmeHa n YeTnmBa 1 aa
6bae noanncaHa oT KJANEeHTa UKW YMbJHOMOLLIEHO OT KJIMEHTa SnuUe.

16. Ha ycTHM xanbu (onnakBaHWUs) ce NpefoCcTaBs OTroOBOpP MO BPEME Ha CaMusi Pa3roBop, KaTo KJIMEHTHT ce
yBe[oMsiBa, 4e NMCMEH OTroBOp Ce AaBa CaMo Ha »Kanbu (onnakBaHWA), KOUTO Ca OTNPaABEHU B MUCMEHA

dopma.

17. Bcnykim xanbu (onnakBaHWS) Ha KJAWEHTW, NogajeHn B oTAena 3a obcny)KBaHe Ha KIMEeHTH, Haxoasu, ce B
rp. BuaHioc, yn. Pilaités Ne 16, nam nanpateHn No nowiata Ha ropenocoyeHns agpec, Tpsabsa He NO-KbCHO OT
cnepBawma paboTeH AeH cnepf nosiyd4aBaHeTo MM Aa 6bAaT CKaHUpaHW 1 NpenpaTeHn no UMensa KbM
Cy>XnTens, onpenesneH B cboTeBeTCcTBME C 4. 20 oT MNpaBmnaTa 3a obpaboTka Ha xanbu (onnakBaHUs), KONTO
BNncBa »xanbata (onnakeaHeTo) B Pernctbpa Ha »xanbu (onnakesaHus).

18. XXanbun (onnakBaHUS) Ha KIINEHTWU, MNOJIyHYEHN Ha nMenn support@paysera.bg, He No-KbLCHO OT CrefBaLLUNSA
paboTeH AeH cnepn nonyyYyaBaHETO UM Ce NMPEXBBbPAT B cucTeMaTa Zammad KbM CNy>XUTens, onpeneneH B
cboTBeTCTBME C 4. 20 oT NpaBunaTta 3a obpaboTka Ha »Kanbu (onnakBaHUs), KONTO BNMUCBa XanbaTa
(onnakBaHeTO0) B Pernctbpa Ha Xanbu (onnakBaHmsa).

19. Xanbun (onnakBaHus), noganeHn B otaoen "O6cnyxBaHe Ha KNMeHTN" Ha [ py>XeCcTBOTO, N OTFroBOpUTE Ha
TakuBa Xanbu (onnakBaHUs), Ce CbXpaHaBaT B OTAe/IHa Nanka, HapeyeHa ,Xanbun Ha KNneHTn".

ObpaboTBaHe Ha xanbu (onnakBaHW)



20. XXanbun (onnakBaHua), NogafeHn OT KJIMEHTU, Ce pa3riexaaT U OTroBopuTe Ha [py>XeCcTBOTO Ce U3roTBAT
M MOAMUCBAT OT CJIIY)KUTEN, onpeneneH oT pbKoBoAUTeNs Ha oTaen "Obcny)xBaHe Ha KIMEHTU" KaTo
0TroBopeH 3a obpaboTkaTa Ha xanbute (onnakBaHMATA) N N3FOTBAHETO Ha OTrOBOpPUTE MO TAX.

21. B nskno4uTenHu caydam, Kkorato xanba (onsakeaHe), mnogadeHa OT KINEHTa, € obwmpHa n/mnm cnoxxHa no
CBOETO eCcTecTBO, XaJibaTa (onnakBaHeTO) Ce pa3rnexaa M OTroOBOPbT Ce U3roTBA OT CAYy>KUTen Ha MNpaBHUA
oThen, cbrnacyBaHo c PbkoBoauTens Ha [paBHUA oTAEN, 3a€4HO CbC CYXKUTENS, OnpenesneH B CbOTBETCTBUE
c 4yn. 20 oT NpasBunaTa 3a obpaboTka Ha xanbu (onnakeBaHUA).

22. AKo xanba (onnakeaHe), NnogafeHa OT KJIMEHTA, € CBbp3aHa C HEKOPEKTHN OENCTBUA Ha CAY>XKUTEN Ha
IO py>XecTBOTO, CbOTBETHUAT CAYXXUTEN Ha py>KeCTBOTO N NPEKUSAT My HadyanHUK Tpsbsa ga 6boaT
NHMOPMUPAHN 3a B3€TOTO PELLEHNE.

23. MNpn nogaBaHe Ha xanbu (onnakeBaHWA) Ha MMenN agpec support@paysera.bg:

23.1. OTroBopbT Ha XanbaTa (onnakBaHeETO), NOJIyHEH MO UMERNJS, Ce n3npalla Ha KJIMeHTa oT nMenn agpec
support@paysera.bg. OTroBopbT Ha [Jpy>KeCTBOTO Ce U3npalla oOT CY>KUTeNs, onpeaesieH B CbOTBETCTBUE C
yn. 20 o1 NpaBunaTa 3a obpaboTka Ha xanbu (onnakBaHUA).

23.2. Ha BCMYKM 3annTBaHUSA, NOJIYYEHN MO UMENN Ha support@paysera.bg, we oTroBapsaT CAyXXUTeENNTe Ha
OTnen "Obcny)xBaHe Ha KIMEHTN" CaMOCTOSTENHO WM C MOMOLLTA Ha APYrv CAy>XUTenn Ha Jpy>KecTBoToO.

24. BbB BCUYKM ClyYan OTroBopbT Ha [py>XecTBOTO Ha »kasba (onnakBaHe), uanpateH oT UMenn aapec
support@paysera.bg, Tpsbsa ga 6bae cbriacyBaH C pbkoBoauTensa Ha otaen "O6cay>xBaHe Ha KANEeHTU" nan
PBLKOBOOUTENA Ha AMPEKLMAaTa, OTroBapsLla 3a TO3u oThen.

25. XXanba (onnakeBaHe) ce cYMTa 3a paspelleHa, KoraTto ca npeanpueT BCUYKN AeNCTBUS 3a pa3pellaBaHe Ha
npo6nemMa, B3eTU Ca peLLUeHns 1 e NpeaoCcTaBeH 0TroBOP Ha KJMEHTa.

26. Cnep pasrnexnaaHe Ha »kanba (onnakBaHe), [py>KeCTBOTO B3eMa pelleHne aa NpousHece xanbaTa
(onnakBaHeTO), NoAaAeHa OT KJIMeHTa, 3a:

26.1. YooBnetsopeHa - [1py>KeCcTBOTO NMpu3HaBa, 4e NUCKaHUATa Ha KJINeHTa Ca 3aKOHHU U OCHOBaTeJsIHU U
npeanpueMa AernCcTBUS 3a TAXHOTO NU3MNbJIHEHNE;

26.2. YacTn4Ho ynoBneTsopeHa - Jpy>XecTBOTO YA0B/ETBOPSABa YaCTUYHO U3NCKBAHNATA Ha KJINEHTAa;
26.3. HeygoBneTBopeHa - UCKaHNATA Ha KJIMEHTa Ca HEOCHOBaTEe/IHU 1 NMopaaun ToBa He ca YO0B/IETBOPEHN.
27. AKO KNIMEeHTBT e nodan »anba (onnakBaHe) 4Ypes MnaTdopmaTa 3a OHSIAMH pa3pellaBaHe Ha CMNOPOBE:

27.1. He no-kbcHo oT 30 gHM OT faTaTa Ha NoCTbMNBaHe Ha xanbaTa (onnakeBaHeTo) B MnaTdopmaTa 3a
OH/ANH pa3pellaBaHe Ha CNOPOBE, CNYXXUTeNAT Ha oTaen ,,06cny>xBaHe Ha KnneHTN" Tpsbea Aa Brese B
MnatdgopmaTa 3a OHNANH pa3peLlaBaHe Ha CNOPOBE N ako He 6bae NOCTUIrHaTO CropasyMeHune C KaneHTa, Aa
npeanoxu LleHTpanHa 6aHka Ha JInTBa KaTo OpraH 3a pa3peLlaBaHe Ha CropoBe;

27.2. AKO KNIMEHTBT ce cbrnacu xanbaTta (onnakeaHeTo) aa 6bae pasrnenaHo ot LleHTpanHa 6aHka Ha JlnTea,
MnatdgopmaTa 3a OHNANH pa3pellaBaHe Ha CNOPOBE aBTOMATUYHO npenpatlla XanbaTta (onnakBaHeTO) A0
LleHTpanHa 6aHKa Ha JlnTBa;

27.3. OpraHbT 3a pa3pellaBaHe Ha CropoBe NpefocTaBs peleHne B paMmkuTe Ha 90 oHu;

27.4. AKO KIMeHTBT N [py>XeCcTBOTO He ce Cropa3yMesT 3a OpraH 3a pa3pellaBaHe Ha CNOpoOBe B paMKUTe Ha
30 oHKW, xanbaTa (onfakBaHeETO) ce CYUTa 3a HEAKTUBHA.



28. AKo Lpy>XeCcTBOTO peLin Aa OTKaxke fa yAO0B/eTBOPU UK a yOO0B/eTBOPU YaCTUYHO »anba (onnakBaHe),
noganeHa oT KJIMeHTa, NMMCMEHUAT OTroBop Ha [Apy>XeCTBOTO A0 KJ/INEHTa TpﬂﬁBa Oa OTroBapsa Ha cnegHnTe
N3NCKBaHNA:

28.1. PeweHneTo Ha [py>XeCcTBOTO Oa OTKa)ke Aa yaosseTBopu xanba (onnakeaHe) (Mav ga yaoossieTBopu
YacTuyHo xanba (onnakeaHe)) Tpsbea fa 6bae 060CHOBAHO, MOAKPENEHO C AOKYMEHTU (Te3n AOKYMEHTU
(TexHMTe KOMKMSA) Tpabea Aa 6bAAT NMPUIOXKEHN KBM OTroBopa Ha [Lpy>KeCcTBOTO), KakTo 1 C pasnopeanbuTe Ha
eHepasIHOTO Copa3yMeHMe 3a NJIaTEXHN YCIIYrn UM 3aKOHOOATEe/ICTBOTO. AKO »XafibaTa (onnakBaHe),
rnogajeHa oT KJIMeHTa, OCropBa NaaTe)xHa TPaH3akumMs, KoaTo 6u Morna aa 6bae n3nbaHeHa oT U3MaMHULN
n/mnn nopann HepobpoCbLBECTHN AENCTBUSA, [Ipy>KEeCTBOTO, KOraTo Npoy4yBa »asibaTa (onnakBaHe), ce CTpemMu
[ N3ACHN BCMYKN 0BCTOATENCTBA, CBbP3aHWN C U3NbJIHEHMETO Ha OCropBaHaTa NJjaTeXHa TpaH3aKUnsa, KoeTo
61 nomorHasno Ha Opy>XecTBOTO NPaBMIHO U Pa3yMHO Aa OLLEHM KaKTo 06CTOATENCTBOTO Ha NpouenypaTa 3a
yOOCTOBepsABaHe Ha OCropBaHaTa MjaTe)Ha TPaH3aKLuus, Taka 1 06CTOATENCTBOTO Ha HAMEPEHMETO Ha
KJIMeHTa Aa U3BbpLUM CbOTBETHATa NJIaTeXHa TpaH3aKuus.;

28.2. MncMmeHnaT oTroBop Ha Opy>ecTBoTo TpsabBa Aa CbAbp>Ka MHGpOpMaL M 3a MEPKUTE 3a 3alUnTa Ha
WHTEepecuTe Ha KIMEeHTa, BKJIIOYUTESIHO, HO HEe CaMO, Bb3MOXXHM MEPKU 1 NpaBa 3a pa3pellaBaHe Ha CNopoBe.
B cnyyvanTe, KOrato KIMeHTHLT € noTpebuten, NpeaoCcTaBeHUSAT My MUCMEH OTroBop TpsbBa Aa NOCOYBA, Ye
pelleHneTo Ha [py>XeCcTBOTO Aa OTKa)ke Aa yAOBJeTBOPW AN fa YAOBAETBOPU YacTUYHO XanbaTa
(onnakBaHeTO), NofafeHa OT KJIMeHTa, MoxXe Aa 6bae obxxansaHo npepf LeHTpanHa 6aHka Ha JluTea B
paMKUTE Ha efHa rogmMHa oT gaTaTa Ha nojaBaHe Ha »kanbaTa (onnakBaHeTO) A0 [lpy>KeCcTBOTO, B
cboTBeTCcTBME C MpaBnnaTa 3a U3BbHCBbAEOHATa Npouedypa 3a ypexxiaHe Ha cnopose Mexay notpebutenn n
y4acTHUUM Ha PMHaHCOoBMSA Na3ap npu LeHTpanHa 6aHka Ha JlInTeBa, ogobpeHn ¢ peweHmne Ne 03-23/26.01.2012
r. Ha YnpaBuTenHusa cbBeT Ha LleHTpanHa 6aHka Ha JlInTBa 3a ogobpsBaHe Ha NpaBuiaTa 3a M3BbHCbAEOHaTa
npouenypa 3a ype)xaaHe Ha Cnopose Mexay notpeburtenn n y4acTHUUM Ha PUHAHCOBUSA Ma3ap npu
LeHTpanHa 6aHKa Ha JlnTBa.

29. Ako xanbaTa (onnakBaHeTo), NofafeHa OT KJIMEeHTa, Ce OKaXke OCHoBaTesIHa (He3aBUCMMO fanu e
yIOBJIETBOPEHA NN YAaCTUYHO yO0BNETBOPEHa) 1 pMHaHCOBaTa ycayra MoxXe ga e 6unia npegocTaBeHa
HEernpaBWJIHO MO HAYMH, KOUTO HapyLlaBa NerMTUMHUTE 04aKBaHUS U/UIIN UHTepecn Ha KineHTa, OTroBopbT Ha
Ipy>XeCcTBOTO KbM KJIMeHTa TpsabBa fa M3pa3n CbXXasieHNeTo Ha [lpy>KeCcTBOTO 3a HEeMpPaBUIHOTO
npefocTaBsHe Ha (PMHAHCOBaTa yC/yra 1 Aa CbAbp>Xa U3BMHEHNE KbM KJIMEHTa.

30. OTroBopbT Ha [pyXeCTBOTO OTHOCHO peLleHNEeTO Ja OTKa)Ke [a yOoBJeTBoOpU NN a yaoB/leTBOpKU
YacTuyHo xanbaTa (onnakBaHeTO), MogadeHa OT K1neHTa, Tpsabsa Aa 06ACHN Ha KAMEHTa NPUYUHNTE 3a
pelleHneTo Ha [py>XeCcTBOTO Bb3MOXHO Hal-9CHO 1 pa3bupaemo n morat ga 6baaT NnpeasoxXeHu
OOMbJIHNTENHN MEPKM 3a NOBULLABAHE Ha YOOB/ETBOPEHOCTTA Ha KJIMEHTa OT yCAyruTe Ha [Apy>KecTBOTO.

[CMa 0T KOMNETEHTHUTE OPraHy OTHOCHO pa3pellaBaHe Ha CNopoBe C KNEHTY

31. NMnucMaTa OT KOMMETEHTHUTE OpPraH OTHOCHO pa3pellaBaHeTOo Ha CMOPOBE C KJNEHTU Ce PerucTpupaT no
yCTaHoBeHUs pef 3a paboTa C BXOASALMN AOKYMEHTM B Pernctbpa Ha BXOASLLNTE AOKYMEHTU BbB BbTpeLIHaTa
CUCTEMa 3a eJIEKTPOHEH NOKYMEHT0060poT. MMcMaTa OT KOMMNETEHTHUTE OpraHu ce perucTpupaT oT
aaMMHUCTPaTopa Ha [lpy>KecTBOTO.

32. Cnep perncrtpmpaHe Ha MUCMO OT KOMMETEHTEH OpraH OTHOCHO Bb3HMKHA CMOp C KJINEHT,
aAMMHUCTPATOPBT Ha [py>XeCTBOTO ro npenpatia uin ninpawa no UMenn 4o pbKOBOAUTENA HA OTLOE
,O6Cny>XBaHe Ha KJIMEHTUN" UM PBKOBOAUTENSA Ha CbOTBETHATA AVMPEKLMS, OTroOBapsLla 3a TO3U OTAes, KOWTO
He3abaBHO nMpenpaula NMCMOTO WK Mo U3MNpaLla No UMENs A0 CNY>XUTens, onpeaeseH B CbOTBETCTBUE C Y.
20 oT NMpaBunaTta 3a obpaboTka Ha xanbu (onnakBaHUS).



33. MNpwn nony4daBaHe Ha kanba (onaakBaHE) Ha KJINEHT, NpenpaTeHa oT LleHTpanHa 6aHka Ha JInTBa nnu
nckaHe ot LleHTpanHa 6baHka Ha JInTea 3a npenocTtaBsiHe Ha 06s1ICHEHNS OTHOCHO Crop, KOMTO Ce pa3csieaBa B
LleHTpanHa 6aHKa Ha JlnTBa:

33.1. CnyxuTenaTt, onpeneneH B cbotTBeTcTBME C 4. 20 oT MNMpaBunnata 3a obpaboTka Ha xanbu (onnakBaHmsa),
TpsabBa oa cb3daje OTAEesIHA 3aZadva B CUCTeMaTa 3a ynpaBieHue Ha 3ajdaduTte Ha [py»XKeCcTBOTO Jira n aa
CbxpaHsBa usanaTa nHpopmaums, CBbp3aHa C HanpeAbKa 1 gaTaTa Ha NpefocTaBsHe Ha OTrOBOP A0 KJNEHTa
n UeHTpanHa 6aHka Ha JInTea;

33.2. OTroBopbT Ha [lpyXeCcTBOTO KbM KNneHTa u/unm LleHTpanHa 6baHka Ha JlnTea Tpsabea ga 6bae
cbrnacysaH c lNpaBHua oTaen.

CpOKOBe 3a MpenocTaBdHe Ha OTroBOPW Ha »aibn (OnnakBaHUA)

34. MNpwn nony4aBaHe Ha kanba (onsakBaHe), ocnopBalla NPU3HABaHETO Ha MNjaTeXXHa TpaH3aKuums 3a
HaOJsle)XXHO aBTopu3upaHa, [ipyxecTtsoTo TpabBa Aa 3ano4yHe CBoeTO pa3cjieaBaHe He3abaBHO, He MO-KbCHO OT
Kpas Ha cneppalwmna paboTeH AeH ciep nosydyaBaHe Ha xanbaTa (onnakBaHeTo).

35. Mpwn nony4daBaHe Ha kanba (onsakBaHE) Ha KJINEHT, HE NO-KbCHO OT 1 (eaunH) paboTeH AEH KJINEHTBLT Ce
yBe[oMsBa, Ye HeroBaTa »Kanba (onsakBaHe) e noayyeHa 1 3aBefeHa B Peructbpa Ha »xanbwu (onaakBaHMA) Ha
Odpy>xecTBOTO.

36. AKO KIMEeHTBT e noTpebuTen, oTroBopbT Ha [py>XecTBOTO Ha anbaTa (onnakBaHe) Ha kKNMeHTa Tpsabea
fa 6bae npenocTaBeH He No-KbCHO oT 15 paboTHM AHM OT [aTaTa Ha nojsy4yaBaHe Ha NUCMeHaTa »anba
(onnakBaHe). B cny4anm 4e e HEBB3MOXXHO Aa Ce gane OTroBop B paMkuTe Ha 15 paboTHu AHM nopaan NpuHnHu
M3BBbH KOHTpPOsa Ha [lpy>ecTBoTo, TpsAbBa fa ce npefoCTaBn BpeMEeHEH OTFOBOP Ha KIMEHTA, KaTo Ce Nocoyu
npu4nHaTa 3a 3abaBsAHeTO 1 BpeMeTo, B paMKUTe Ha KoeTo e 6bae NnpefocTaBeH OKOHYaTe/IHUAT OTrOBOP.
CpoKbT 3a NpefocTaBsHe Ha OKOHYaTesieH OTFOBOp He MoXKe Aa HaAaBuwaea 35 paboTHu oHM OT faTaTa Ha
rnojsly4yaBaHe Ha NMCMeHaTa xanba (onnakBaHe).

37. AKO KIMEHTBLT He e noTpebuTen, oTroBopbT Ha [py>XeCTBOTO Ha XafibaTa (onnakBaHETO) Ha KJMeHTa
Tpsibea oa 6bae NpenocTaBeH He NO-KbCHO OoT 30 KaneHOapHW AHW OT AaTaTa Ha NoJlydaBaHe Ha XanbaTa
(onnakBaHeTO).

38. Cnep npenocTaBsHe Ha OTroBOp Ha [py>XecTBOTO Ha »asba (onnakBaHe) Ha K/IMEeHTa, PbKOBOAUTENAT Ha
otaen ,O06cnyxBaHe Ha KJNEHTU" NN PbKOBOAUTENAT Ha CbOTBETHATa AMPEKLMSA, OTroBapsLLa 3a TO3M
oTAEN, UM CAYXNTeNNAT, Ha3Ha4vyeH B CboTBeTCTBME C 4. 20 oT NpaBunaTa 3a obpaboTka Ha xanbu
(onnakBaHus), nonbaBa Pernctbpa Ha Xanbu (onnakBaHWs), MocoYBa AaTaTa Ha OTrosBopa Ha [py>XeCcTBOTO U
KpaThbK KOMEHTap Ha pa3pelueHaTa xanba (onnakBaHe) Ha KINeHTa.

39. OTroBopuTE Ha NMUCMa OT KOMMETEHTHM OPraHn OTHOCHO CMOPOBE C KJINEHTU Ce NMPefoCTaBAT B paMKUTE Ha
30 KaneHJapHW OHW OT AaTaTa Ha NoJslyYaBaHETO UM OT [py>XeCTBOTO, OCBEH aKO B T€3M NUCMa He e NoCoYeH
pa3nMyeH CPOK 3a NpenocTaBsiHe Ha OTroBOpP.

CbxpaHaBaHe Ha »Kanbu (onnakBaHUA) 1 OTrOBOPU Ha »anbu (onnakBaHna)

40. XXanbwu (onnakBaHMA), NnogaaeHn oT KJIMEHT, KAKTO U OTFrOBOPUTE Ha Te3un Xanbu (onnakBaHusa) ce
CbXpaHaBaT B cuctemata Zammad. MHdopmaumaTa 3a xanbute (onnakBaHMATa), MogadeHn oT KanMeHTa ¢
npenpaTka KbM cuctemaTa Zammad, CbL0 Ce 3anncBa B akayHTa Ha KJIMeHTa B CUCTeMaTa.



41. XXanbuTe (onnakBaHUATA), NOJYyYEHN OT KOMMETEHTHU OpraHu, 1 OTroBopuTe Ha [l py>KeCcTBOTO Ha Te3n
Xanbun (onnakBaHUs) ce perncTpupaT B CbOTBETCTBUE C NpoueaypaTa Ha [py>XeCcTBOTO 3a perucTpupaHe Ha
BXOAALLN N U3XOOALLM MUCMA U Ce CbXPaHABaT BbB BbTPeELIHAaTa CUCTEMa 3a YrNpaBJieHMe Ha eNeKTPOHHMN
NOKYMEHTMW.

3aKKYUTENHN pa3nopenbu

42. AKo [py>XecTBOTO pewn ga rnpmsHae xasnba (onnakeaHe), NnogageHa OT KJNEHTa, 3a YAOBAETBOPEHa Nan
4aCTUYHO yOOBJIeTBOPEHAa NN NOJTYYN KOMEHTapU OT KOMMEeTEHTHUN OpraHy OTHOCHO HECHOTBETCTBNETO Ha
npefocTaBaHUTE YCAYIrM CbC 3aKOHOOATENICTBOTO UM AOKYMEHTUTE Ha KOMNETEHTHUTE OpraHu, To
npeanpueMa Mepku 3a oTCTpaHsBaHe yCTaHOBEHUTE HEeCbOTBETCTBUA N NpefoTBpaTaBaHe Bb3HUKBAHETO Ha
MPUYMHMTE 3a NoJ06HN NpeTeHunn (kanbn).

43. HactosawwuTe MNpaBuna ce ogobpsBaT N N3MEHAT CbC 3anoBef Ha M3Nb/HUTENHNA OUPEKTOP Ha
OpyXXecTBOTO.

44, HactoswuTe MNpaBuna ce npepasriexnaT 1, ako e HeobXxoaAnmMo, U3MEHAT Hal-Masiko BEAHBbXX Ha BCEKMU
OBe rogvHn Nan No-4ecTo, HanpuMep B CAly4al Ha MPOMEHN B 3aKOHOBUTE U3UCKBAHWA UAN APYrO 3HAa4YMMO
cbbuTmes.

45. PbkoBoanTenaT Ha oTaen "O6cny>KBaHe Ha KIMEHTU" OTroBaps 3a NpPeACTaBsAHETO Ha NpPenJloXKeHuns
OTHOCHO npomMeHu B lNpaBuiaTta A0 r1aBHUA N3NBJIHUTENEH AUPEKTOopP Ha [pyXecTBOTO nnu lNpaBHUA oThen.

BbTpellHu npaBwia 3a npueMaHe n obpaborBaHe Ha Xaibu (onJakBaHUSA) Ha KJINEHTU (BanuaHn o
18.03.2022r.)

BbTpeliHu npaBuia 3a npuemMmaHe n obpaborBaHe Ha XXanbu (onanakBaHWA) Ha KJAWEHTU (BannuaHuM 0o
26.08.2024 r.)
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