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Mopsaok paccMOTpeHUs XXanob KIINeHTOB
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1. O6wume nonoXxeHus

HasHaueHue nopsiaka paccMoTpeHns xanob knneHToB (nanee — «Mopsanok») —
[aTb onpefeneHne Xanobbl 1 YCTaHOBUTb, KaK KNEHT MOXEeT rnofdaTb Xanoby,
Kakune CBefeHUs JOMKHO coaepxaTb CBA3aHHOE C Xaso6oi obpalleHune, B Kakoii
CPOK 1 KakiM 06pa3oM JaeTcs OTBET Ha Xanoby 1 Kakue npaea MeeT KNeHT B
cnyyvae, ecnu otBeT Kpegutogatens A Hero Henpuemsaem.

2. MNoHaTusa

KnueHt — noboe dusmyeckoe wnv lOpranYeckoe nmuLo, KOTOpoe WNCMONb3YeT,
NCNONb30BaNo WA BbIPa3UIO XefaHne BOCMOMb30BaTbCd OKa3blBaeMbIMU
Kpeoutogatenem ycnyramum.

Xano6a — B NOHATUMN HacTosLLero Nopsaka ycTHOe i NMCbMEHHOE BblpaxeHune
HeyOooBNEeTBOPEHHOCTI AW pasHorniacue, nogaHHoe knneHtom KpegurtogaTenio B
CBS31/ C OKa3aHHOW M KNEHTY GUHaHCOBOW yCNyron Nam ycnyroun, 06 okasaHun
KOTOPOW XOQaTaCTBYET K/INEHT, C ee YCNoBusaSMn nnn obssaTenbCcTBaMin KNneHTa
WNN HeraTBHbIA OT3bIB O KayecTBe okasaHus ycnyru. [pyn HeobxogmmocTi
Kpeoutopgateno BnpaBe noTpeboBaTb OT nogaTtens xanobbl ee nepesBof Ha
SCTOHCKII A3bIK.

Kpeoutopatens — Hupoteeklaen AS (peructpaumoHHbin kog: 11663703, apgpec:
oynbBap Pasana, 2, TannuHH, 10145, TenedoH: 666 1701, an. nouTa:
info@hypoteeklaen.ee) n Bxogdiiee B ogHy rpynny ¢ HAM fodYepHee Npeanpustne
Ravala Laenud OU (peruncTpaumonHblii kof: 12629269, appec: 6ynbBap Pssana, 2,
TannuHH, 10145, TenedoH: 666 1701, an. nouta: info@hypoteeklaen.ee).
Han3opHbill opraH — y4ypexaeHne, B KOTOpoe K/MEHT BnpaBe 06paTuTbCa ANg
Nofly4YeHns OOMNONHUTENbHOW HEe3aBUCKMMOWM OLEHKI Xanobbl UM paspeLueHuns

cnopa (Hanpumep, PuHaHCOBas WMHCMEKUMNS, KOMUTET MO MOTPEebUTENbCKUM
cnopam [JenaptameHTa 3alnTbl NpaB NOTPe6UTENEen N TEXHNYECKOro Hag3opa).

3. TMopaua xano6bl

KnueHT BnpaBe nogaTb Xanoby npennoyTUTEsNbHbIM A7 HEero Ccrnoco6om
(Hanpumep, NMWCbMEHHO, MO 9NEeKTPOHHOW MoYTe, B MpPEeACTaBUTENbCTBE
Kpeountogatens, mnOCPEACTBOM CoOUManbHbIX CETEA WA  WHbIM  CMOCO60M,
L0MyCKaLWMM BOCMNPOn3BeaeHE).
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Xanoby MOXHO nogaTb MO 3NeKTPOHHOW mnoyTe info@hypoteeklaen.ee, nytem
obpalleHns B npeactaBmTenbcTBo Kpegurtogatens unn HanpaeneHns nucbma no
noyTe No agpecy npencraBuTenbcTa Kpegurogatens.

Kpeoutogatenb yBegoMnseT kaxgoe N1uo, nanaratowee xanoby B yCTHOM Buae, O
TOM, YTO NMofaya Xanobbl BO3MOXHa ToMbko B dopMe, gonyckarLwen MMCbMeHHoe
BocnpounsBeneHne. Ecnn xanoba nogaetcs B popme, fonyckaoLwein NMCbMeHHoe
BOCMpOWN3BefeHne, TO OTBET Ha Hee COCTaBNHAeTCS C CO6MOEHMEM TOro Xe
TpeboBaHusa K popme. KpegutopaTtenb perncTpupyeT B peecTpe Xanob KIneHToB
TONIbKO yKa3aHHble B NpeablayLLieM NpennoxXeHni Xanoobsbi.

B xano6e Heobxoanmo ykasaTb UMS KIIMEHTa, KOHTaKTHble AaHHble (B TOM yuncne
afpec aNeKTPOHHOW NOYTbI), 4aTy Nofaym Xanobbl, AaTb obLiee NpeacTaBneHne o
CUTyauuu, Bbi3BaBLLE HEYOOBNETBOPEHHOCTb, 1 ONMNCaTb Kak MOXHO SCHee, B YeM
OHa BblpaxaeTtcd. [Mpu npepbsaBneHun TpebosaHua KpeguTtopatenio cnepyet
NPVBOOUTb apryMeHTUPOBAHHYID 1 MO BO3MOXHOCTW [OKYMEHTMPOBaHHYIO
nHpopmaLmio.

KnneHTy Heo6Xxoammo Takxe BK/UYNTb B Xanoby CBOW KOHTaKTHbIE faHHbIe, YTOObI
B panoHenwem Kpegmnrtogatenb CMOr C HUM CBA3aTbCs 1 faTb OTBET Ha Xanooy.
Mpyn XenaHunm KANEHT MOXET OTMETUTb MNPeanoYTUTENbHbIN AN9 Hero KaHan
oblweHna ans nonyyeHns oteeta oT Kpegmtopatens. Bo3moxHble KaHanbl
nonyyeHuns oteeTa oT Kpegutogatens — aneKTpoHHad noyTta, TenedoH, noyra.
Ecnn xanob6a nogaeTtca npenctaBuTeNeM KnMeHTa, HeO6Xo4MMo NpenocTaBuTb
LOKYMEHTbI, KOTOpble MOATBEPXAAOT NpaBO NPEenCcTaBUTENs Ha NpeacTaBneHne
KNneHTa.

Mo xenaHno knNneHTa npeacTtaBuTens KpeguTtopatens nomoraet emy
chopmynupoBaTtb Xanoby 1 gaet obwme ykazaHusg O CTPYKType Xanobbl n ee
KOPPEKTHOM ODOPMAEHNN.

4. PaccMmoTpeHue Xanobbl

[MogaHHble KAMEHTOM WNW MOCTYNMBLUME 4Yepeld ero NnpencraBuTens Xanobbl
NPVHMMAaloTCa BO Bcex dopmax, yNoMsaHyTbiX B NyHkTe 3.1 HacTodwero MNopsaaka.
Xano6a, nogaHHaa Ha cTpaHuue Kpegmtogatend B COUMANbHOW CeTU, LOMKHa
copepxaTtb flaHHble, NpuBeaAeHHbIe B NyHkTe 3.4.

Kpeountogatenb OTHOCUTCS HENPEOB3ATO 1 YBaXUTENbHO K NOgaTento xXanobbl 1 K
NOCTYNMNBLLEN Xanobe, B T. Y. K U3NOXEHHBIM B HE YTBEPXOEHNSAM.

YcnoBnem nogaym xanob, KacalowWMxXCs OTHOWEHWA Mo cAenkam C
Kpeountopatenem, 9BngeTcs yCTaHOBMEHNE TIMYHOCTIY NMogaTeNs Xanoobl.

Mpw HeobxooMMoOCTK NpeacTaBnTens KpegntogaTtens Bnpase NonpocuTb KNNeHTa
NPenocTaBUTb BMECTE C Xanobon OOMOMHUTENbHbIE OOKYMEHTbl UM OaHHble,
KOTOpble HEOBXOANMbI 419 ee PacCMOTPEHMS.
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Ecnn xano6a nogaetcsa no tenedoHy nnn B npeacrasntensctee Kpegutogatens,
TO €€ M0 BO3MOXHOCTM HEO6XOAMMO paspeLLmnTb cpasy.

OtBeT Ha xanoby, Tpebywlylo ©6onee ONNTENbHOrO  PaCCMOTPEHUS,
Kpeoutopatenb naet npy NepBoil BO3MOXHOCTU, HO HE No3aHee YeM B TeyeHue 14
(4eTblpHapLaTK) KaneHJapHbIX AHEN C faTbl NOCTYMNEHNS Xanobbl. Ecnun B TeueHne
npegycMOTPeHHOro cpoka Kpegutopatenb He MOXET AaTb OTBET K/MEHTY, ero
YBEAOMNYIT O OOMOMHUTENBHOM CPOKe OTBeTa W Mpu4rHax MpPOANeHns cpoka
pPacCMOTPEHNS.

Mpw nonyyeHnn xano6bbl Kpegutogatens yBeOOMNSET KMEHTa O €€ NOonyYeHunn,
nprvemMe K pPacCMOTPEHMIO W BO3MOXHbIX CpOKax MoflyyeHnus oTBeTa OT
Kpeountopatena. 4.8. OteBer Kpegutopatensd paeTca KAWEHTY, Kak MpasBuio,
NOCPEencTBOM TOrO X€ KaHana CBs3u, Mo KOTOPOMY Xanobta 6bina nogaHa, 3a
NCKMIOYEHNEM Cllyyas, €eCnn KAWEHT Bblpasduil XenaHune nonyynTb OTBET
Kpeoutopatens nNOCpPeacTBOM Apyroro kaHana obweHus. Ha  xanobbl,
noctynueLLne Ha cTpaHuue Kpeantogatens B coumnanbHOM CeTr, OTBET JaeTcd Mo
9NEeKTPOHHOI NoyTe.

Ecnun Kpeontopatensb He yooBNeTBOPSET NpPenbsBNeHHbIe KINEHTOM TPeOOBaHNS
YaCTNYHO N NOMHOCTbIO, TO B LAHHOM K/IMEHTY OTBETE OH M3naraeT CBsA3aHHble C
ero peLleHnem apryMeHTbl.

5. O6paleHune B Haf30pHbIe OpraHbl

Ecnn npepnoxeHHoe Kpeamtopom pelleHne He gBnsgeTcs akuenTupyembiM ng
KnueHTta, nnn B peaynbrate pasbupartensctBa Kpegntop n KnneHT ocTtatoTcd
KaXabli NPy CBOEM MHEHWN, MPY STOM KOMMPOMUCC He OOCTUMHYT, y KnueHTa ecTb
npaBo 06pPaTUTLC ONS MOyYEeHNS HE3ABMICUMOIW OLLEHKON WN/Unn peLueHns no
Cnopy B KOMWUCCUIO MO peLUeHno NoTpebutenbckmnx crnopoB [enapTameHTa
3awuTbl NpaB notpebutens n TexHndyeckoro Hapsopa (Endla 10A, 10122 Tallinn,
Ten. +372 667 2000, an. nouTa info@ttja.ee).

[ns paspelueHns cnopa KNneHT BnpaBe 06paTnTbCa CO CBOMMM TPEOOBaHNSIMI B
cyn, B COOTBETCTBUN C MONOXEHNSMU O MOACYOHOCTN.

B pononHeHne Kk BblleckazaHHOMY y KnneHTa ecTb NpaBo nopaTb Xanoby Ha
nearenbHocTb Kpegutopa B @uHaHcoByio nHcnekuumto (Endla 4, Tallinn 15030, Ten.
+372 668 0500, an. nouta info@fi.ee).



