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1. O6LwmMe nonoxeHus

1.1. Hactoawwun gokymeHT (ganee — TpeboBaHus) paspaboTaH BO mcnonHeHve basoBoro crangaprta
3almMTbl NpaB M UHTEPecoB (U3INYECKUX W IOPUAMYECKUX NUL — nonyvatenen (PuMHaHCOBbLIX YCAT,
OKa3blBaeMbIX YrleHaMn caMoperynMpyeMbix opraHM3aunii B cpepe pmHaHCOBOrO pbiHKa, 00 beANHSAOLLNX
MUKpOhMHaHCOBLIE OpraHm3aunn (ganee — basoBeln cTaHAapT), yTBepxxageHHoro bankom Poconn .
1.2. MNopgpasgenennem, oTBETCTBEHHbIM 3a paboTy ¢ obpalleHusmn KnveHTtoB B KomnaHuu, aBnsetcs
OTaen KOHTpONS KIMEHTCKOro cepBuca [lenaptameHTa KOHTporns kadecTBa (aanee — OKKC [OKK).

1.3. Bce obpaweHusa, nogaHHble B KomnaHuio, noanexar oba3aTtenbHOMY pacCMOTPEHulo, 3a
WCKIIOYEHMEM CnyyaeB, NpeaycMoTpeHHbIX B N.3.6. OTka3 B npuemMe obpalleHnii He JonyckaeTcs.

1.4. Bce noctynuBlIME MUCbMEHHble obpalleHns (BKM4Yas SMeKTPOHHbIE) noanexar obssaternsHon
pervctpauum B XKypHane peructpaummn obpaiieHmn Knuertos (Mpunoxexne Ne1.1).

1.5. Cpok paccmoTpeHus obpalleHnss KomnaHven He [OOMKeH MpeBbilaTb CPOKW, YCTAHOBIEHHbIE
BasoBbiM cTaHgapTom bonee nogpobHas MHopmauusi 0 Cpokax paccMOTpeHus oTpaxeHa B n.4.1.6.
HacTosWwmx TpeboBaHuWA.

1.6. [aHHble TpeboBaHus ABNATCA AOKYMEHTOM MybrnuyHOro xapakrepa v nognexar obasaTenbHomy
pasmeLleHutio Ha odwmumanbHOM camTe no agpecy: https://bistrodengi.ru/ B pasgene «O Komnanuny,

BKragka «[JOKyMeHTbI».

2. OCHOBHbIEe NOHATUA

HanpaeneHHoe ykasaHHbIM B M. 3.1. HacToswmx TpeboBaHui crnocobom B
MUKPOMPMHAHCOBYIO  opraHuMsauuio  nonydyartenem  uHaHcoBon  ycnyru/
06 npencraBuTenem nonyvartens gpuHaHcoBon ycnyru, baHkom Poccumn unm nHbiv
patienne YMNOSTHOMOYEHHbLIM OpraHoM WNW NULOM 3asiBreHune, >xanoba, npocbba wnu
npegnoXeHne, Kacawlweecd oOKa3aHUs MUKPOMUHAHCOBOW OpraHusauunen

PUHaHCOBLIX yCryr

OdmumnaneHbI . .
- https://bistrodengi.ru

cant
dusnyeckoe nuUo (B TOM uMCMe 3aperncTtpupoBaHHOe B KadecTse
Monyyartenb
. WHAMBUAYaNbLHOrO NPeanpuUHUMAaTENs) Unu puanyeckoe nuuo, obpaTmeLLeecs
¢mHaHcoBOM
B KomnaHwuMio C HamepeHWeM nony4uTb, Mofy4vawlolwee unu nonyqmseLLee
ycnyru
doMHaHCoBYIO yCnyry
dusnyeckoe nuuo (B TOM uMCMe 3aperncTtpupoBaHHOe B KadecTBe
K WHAMBUAYaNbHOrO NPeanpuHUMAaTErns) Un pranyeckoe nuuo, obpaTmeLieecs
NNEeHT
B KomnaHwuio C HamepeHWeM Mony4uTb, MNOMy4vawlee wunu MonyymBLLEe
doMHaHCOBYIO yCnyry
Komnahus M®K «BbicTpoaeHbrn» (O00)
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Odmc
c¢hmHaHcoBOM

nomMmowun

Ob6ocob6neHHoe nogpasgeneHne KomnaHun, B KOTOPOM OCYLLECTBRSAETCS
KOHCynbTMpoBaHne  KnueHToB, ocopmMneHne [OOroBOpOB  MMKpO3anma,
norawleHne 3adO0fMKEeHHOCTU MO AoroBopam MukposarmMa. [lonHbI cnmncok
odurcoB hMHAHCOBOW NOMOLUM pa3MeLLeH Ha ouumansHoM carnte KomnaHum B

pasgene «Agpeca ogucos» no agpecy https://bistrodengi.ru/office .

WHble noHaTuA n TEPMUHbI NCNOJIb3YKTCA B 3HA4YEHUN, onpeaerieHHOM basoBbiM CTaHOapToMm, a npu mnx

OTCyTCTBUMN B

basoBom CTaHOoapTte — B 3Ha4YeHun, ucnosibsyemom B COOTBeTCTByI-OLLI,eﬂ oTpacnu

3akoHogaTtenbcTBa Poccunckon degepaumm.

3. Mopsaaok NnpeabABEHUs KIMeHTaMU obpaLleHui

3.1. KnneHT Bnpase ocTtaBnTb obpalleHne nobbiM yao6HbIM Ans HEero cnocobom, a MMEHHO:

3.11.8

3.12.B

3.13.8

yCTHOM bopme:

no Homepy ropsyen nuHun Komnanun 8-800-700-43-44;

B Ochmce hmHaHCOBOWM NOMOLLM;

3NEKTPOHHOM BMuae:

Ha ocmumanbHom canTe Komnanum B pasgene «O KomnaHumy, B pasgene «KOHTakTbi», B
none «3agaTb BOMPOCY;

B YaTe Ha oduumnansHom cante KomnaHuu;

yepes Viber B nabnuke «bbicTpogeHbrny;

Ha odmumanbHbIX cTpaHnuax KomnaHum B coumanbHbIX CETAX;

nUcbMeHHoM hopme:

nocpeacTsoM noyThl, No agpecy 123290 r. Mocksa, 1-11 MarnctpaneHbin Tyn., .11 ctp.10
unun 432071, r. YnbsiHoBck, yn. Kapna Mapkca, a.13A, kopnyc 1;

nyTem 3anofiHEHWsT YCTAHOBMEHHON hopMbl 3asBNEHNS Npu NMYHOM obpalleHnn B Ocuc

MHaAHCOBOW MOMOLLM.

3.2. O6palueHns KnneHToB, nogaHHble B MMCbMEHHON hopMe (Ha BYMaXKHOM UM 3NEKTPOHHOM HOCUTENE)

OOJDKHbI coaepXaTb:

Ona KnuneHtoB-cusnyecknx nuy Ona KnueHtoB-topuamnyeckmx nuy
o  damunuio, ums, 0THECTBO (NPK HaNMYUK) e [lonHoe HanmeHoBaHue KrnveHTa
KnuenTa
o [louToBbIN agpec KnueHTta ans e MecTo HaxoxaeHusa KnueHTa

HanpaBlieHNA OTBETA

. ﬂW-IHYIO nognucek Knuenta . Mognuckb YNOJTHOMOY€E€HHOIo

npeacrtasutens KnneHta

e [laTy HanncaHusi obpaLleHnsi

e  KoHTakTHble TenedoHbl KnueHTa

. Homep gorosopa, 3aknto4eHHoro mexay KnuneHtom n Komnanuen, ssnstoLlieroca TeMom
obpalleHus

. M3noxeHune cyulectBa Tpe6OBaHVIIZ n (*)aKTVI‘-IeCKVIX obcToATENbLCTB, Ha KOTOPbIX OCHOBaHbI
TpeGOBaHMﬂ, a TaKkKe goKa3aTernbCTBa, noaTBepXxaawLimne 3tmn obcTosTenbCcTBa
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o  Konun gokymeHTOB, MOATBEPXKAAIOLLMX U3NOXKEHHbIE B 0OpaLLeHnn 06cToATeNbLCTBA

e HawmmeHoBaHnue opraHa, gormkHoctu, PO paboTHmka KomnaHuu, gencreus (6esgencrene)

KOTOporo obxxanyrTcs

. WMHble cBegeHus, KOTOpbIe KnneHT cuntaeTt HeobXxoaAMMbIM COOBLLNTL

e  Cnoco6 HanpaerneHust oTBeTa KnneHTy (Ha NOYTOBLI agpec Unu 3MeKTPOHHBIN agpec)

3.3. ObpalueHuns, otTnpaBneHHble KnMeHToM B 3NEeKTPOHHOM BuAe, NoanexaT pacCMOTPEHUIO NO CYLLECTBY
TONMbKO B Crnydae noAnucaHus Takoro obpalueHns KrnveHTOM SMekTPOHHOW MOANUCHIO, B MOpsaKe,
onpegeneHHoMm OOLWUMK ycrioBMsMU JOroBopa noTpebutensckoro 3anma.

3.4. B cny4yae HanpaBreHusi obpalueHnsi ot umeHun KnmeHTta ero npegcrasutenem KomnaHusi Bnpase He
oTBe4YaTb Ha Takoe oOpalleHue, ecrnvm He NpeacTaBreH OOKYMEHT, NoATBEepX4atowWwni NofiHOMOoYMA Ha
OCyLLleCTBreHne OenNcTBU oT uMeHu KnueHta. TakuMmmn AOKYyMEHTaMu SBRstoTCS:

e 0ns Gbusu4ecKuXx nuy;:

1) npocTas NCbMeHHas 4OBEPEHHOCTb, oopmneHHas KnueHtom B Odunce pmHaHcoBOW noMoLLm
B cooTBeTcTBMM ¢ OOWMUMUN YyCNOBMSAMKU LOroBopa NoTpebuTenbCKoro 3anma, yTBepXXAEHHbIMU B
KomnaHuu,

2) HoTapuanbHO oopMIieHHas JOBEPEHHOCTb,

3) pelweHne cyda O MpU3HaHUKM NuUua HegeecrnocoOHbIM (OrpaHMYeHHbIM B OeecrnocobHOCTM) M
HOTapuarnbHO 3aBepeHHast KONusi PeLLeHns opraHa Onekn 1 NonevnTenbCcTBa O HasHayYeHun nuua
OMNeKyHOM (none4vuTtenem);

e 0na topududeckux nuy: OOPMIIEHHas B COOTBETCTBMM C 3akoHodaTenbCTBOM Poccuickom
depgepalmm JOBEPEHHOCTb, 3aBEpPEHHas nevatbio nonyyatensa ouHaHcoBou ycnyru (Mpu ycnosum
€€ HanuMumng cornacHo yuypeauTenbHbiM JOKYMEHTaM) 1 nognucaHHas pykoBoauTenem nonyyartens
PUHAHCOBOW YCnyru.

3.5. Tllo npuyMHe HEBO3MOXHOCTM MPOBEPKM AOKYMEHTa, MOATBEPKAAIWero MosHOMOYUS
npeactasuTens, obpalwleHusa npegctasutenen KnveHToB, nogaHHble B 3NEKTPOHHOW hopme, a Takke
Yyepes TenedoH ropsyen nuHn KomnaHmm, He NPUHNMAOTCS.
3.6. KomnaHusa BrnpaBe OTka3aTb B pacCcMOTpeHun obpaiieHuss KnueHTy no CywlecTBy B CreayloLmx
cny4vasix:

3.6.1. B obOpalleHun He ykasaHbl aeHTUdMLMpyoLwmne nonyvyaTenst GMHaAHCOBOW YCIyrn NPU3HaKu
(B oTHOWeHMM nonyyaTens UHAHCOBOW YCnyrn, ABnstolerocs uanyeckum nuuom, amMunus, Ums,
OTYECTBO (NPW HanNW4uW), agpec ANEKTPOHHOWM NOYTbI, ECNN OTBET AOIMKEH ObiTb HanpasBneH B dopme
3MNEeKTPOHHOro AOKYMEHTa, WMy MOYTOBbLIN agpec, ecrim OTBET AOIMKeH ObiTb HanpaBneH B NMMCbMEHHOM
dopme; B OTHOLIEHMU MorydaTens OUHAHCOBOW YCMyrv, SBMASIOLErocs puanyeckum nvuoMm, MosiHoe
HaVMEHOBaHMe N MEeCTO HaxOXAEeHWNs IPUONYECKOro Nnua);

3.6.2. oTCyTCTBYET NOANUCH YNOSIHOMOYEHHOIO NpeAcTaBuTens (B OTHOLEHNW IOPUOUYECKNX NUL);

3.6.3. B obpalleHun copepxatcsa HeLeH3ypHble MO0 OCKOPOMTENBbHBbIE BbIPAXEHUS, Yrpo3bl
umyLlecTsy KoMnaHum, UMyLLLECTBY, XU3HM U (MNK) 300pOBbI0 paboTHUKOB KomMnaHum, a Takke YNeHoB MX
cemen;

3.6.4. TEKCT NMCbMEHHOrO ObpaLLleHusi He NoaaaeTcsl MPOYTEHNIO;
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3.6.5. B 0GpalleHnM cogepxuTtcs BONpoc, Ha KOTopbl nonyyaTtento nMHaHCOBOMW YCrnyru paHee
NpeaocTaBnAncs MUCbMEHHbLIW OTBET MO CYLWECTBY, U NPy 3TOM BHOBb MOMYyYEeHHOM oObpalleHun He
NPUBOASTCA HOBblE JOBOAbI NN OBCTOATENBLCTBA, O YEM YBEAOMINSAETCA NULO, HanpasuBLLee obpalleHue.
3.7. B cnyyasx, ykasaHHbiXx B Nn.3.6. Hactoawwux TpebosaHun, KomnaHusa coobuwiaet KnueHTy B
OTBETHOM coobLleHUn O HepocTaTkax obpalleHnsi, MOCHYKMBLUMX OCHOBaHMEM Ansi OTKasa B
paccMOTpeHun obpaLleHus no CyLlecTBy.

3.8. B cnyyae BO3HWKHOBEHWst y KOoMNaHWM COMHEHWIA OTHOCWUTENbHO MOASIMHHOCTM NOAMWCK Ha
obpauweHnn KnueHta unu nonHomoumi npeacrtasutens KnueHta Komnanusa vHgopmupyeT KnveHTa o
pucke nonyyeHuss nHpopmaumm o KriveHTe HeynorHOMOYEeHHbIM NUUOM. Takoe WH(OopMUpoBaHUE
nponssoguTcsa B oopme, BbibpaHHon KomnaHuen.

3.9. dopma oTBeTa Ha yCTHble obpalleHus onpegensietca KomnaHuen n ooBoauMtcs A0 CBEAEHMS
KnueHTa. 310 MOXeT 6bITb TeNneOHHbIN 3BOHOK, CMC-CO0bLLIEHNe, COOBLLEHNEe B MECCEHOXKEPE.

3.10. ®dopma oTBeTa Ha NUCbMEHHbIE OOpalLLeHNst (BKIOYas 3MeKTPOHHbIE) onpeaenseTca cnocobom
nony4YyeHnst Takoro obpalleHuss (MOYTOM WUNWU INEKTPOHHO) 3a WCKMYeHMem obpalleHuin, B KOTOPbIX
KnueHtom onpegeneHa chopma oTBeTa (Ha NOYTOBLIN UK 3NEKTPOHHBIN agpec KnnenTa).

3.11. Tlpu oTnpaBKe B 3NEKTPOHHOW (hOpMe OTBETOB Ha ObOpalleHus, coaepXalime nepcoHarbHble
AaHHble KnuveHTta, n/vwnu TamHy onepauun KnueHta, MOXyT OblTb MCNONb30BaH TOMbKO AMEKTPOHHBIN
appec KnueHTta, ykasaHHbln KnneHTom B aHkeTe npu oopmeHnm JoroBopa Ha okadaHue OMHaHCOBbIX
ycnyr, unuv B 3asBneHun KnneHta Ha nsameHeHne nepcoHanbHbIX AaHHbIX KnveHTta, nogaHHoM nm B Odumc
duHaHcoBor nomowm KomnaHun.

3.12. OOGpalueHue, B KOTOpoM obxanyeTcs cyaebHoe pelueHue, BO3BpaLlaeTcs nuuy, HanpaBMBLUEMY
obpalleHne, ¢ ykazaHMeMm Ha cyaeOHbI NOpsAoK 06XxanoBaHUsA 4aHHOro cyaebHOro peLLeHus.

3.13. O6pawenus KnueHtoB B KomnaHuio, X KONWW, OOKYMEHTbI MO WX PACCMOTPEHUIO, OTBETHI
ABNAIOTCA  KOH(PbMAeHUManbHbIMK, KpOME Cry4YyaeB MOMyYEeHUs 3anpocoB OT  YMOMHOMOYEHHbIX
rocygapCTBEHHbIX OPraHOB MECTHOro camoynpasrieHusl, CaMoperynupyeMon opraHnsasnmm, KacatoLwmxcs
nonyyatens hMHaHCOBOW yCryru u (unu) ero obpalleHus.

3.14. TncbmeHHble obpalleHuns (BKMoYasi ANeKTPOHHbIE) Y AOKYMEHTbI MO MX PACCMOTPEHMIO XPaHATCS

KomnaHue B TeyeHne 1 (0gHOro) roga ¢ Aathl UX permcrpaummn B «XKypHarne pernctpauum obpalleHniiy.

4. NMopsaAoK paccMOTPEHUs obpallueHun
4.1. PaccmoTpeHne nocTynmBLLEro obpalleHnsi NpoM3BOAUTCS B Crieadytolem nopsake:

4.1.1. MNMocTynuBLee NMCbMEHHOEe obpalleHne nocne ero peructpauny B XKypHane perncrpaumm
obpaweHnn (He nosgHee cnegywouwero paboyero gHA nocrne nonyveHus obpauweHnss KomnaHuen)
ndydyaetca cneumanuctom OKKC [KK (manee — OTBETCTBEHHbIA COTPYOHWK), KOTOPbLIA MPUHUMAET
pelleHMe O [JOoMyCTUMOCTM pPaccMOTpeHus obpalleHusi. lepeyeHb OCHOBaHWW, MO KOTOpPbIM B
paccMOTpeHUn obpalleHnss MoxeT OblTb OTKa3aHo, ykasaH B n.3.6.

4.1.2. Ecnn obpalleHre He NoanexnT pacCMOTPEHMUIO MO CYLLECTBY, OTBETCTBEHHbLINA COTPYAHMK
BApaBe MNUCbMEHHO Mu3BeCcTUTb KrnveHTa unu ero npeacraBUTenst O HEBO3MOXHOCTU PacCMOTPEHUs

obpaLeHus, ¢ coobLLeHMeM NPUYKH, HAa OCHOBaHUM KOTOPbLIX OBpalleHe He MOXeT BblTb PacCMOTPEHO.
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4.1.3. OTBETCTBEHHbI COTPYOHUK BCECTOPOHHE WM MOMHO wuccnenyetr ob6CToATENLCTBA,
N3MNOXeHHble B 0BpaLleHnn 1 No pesdynbTaTaMm pacCMoTpeHns PopMmpyeT OKOHYATENbHbIN OTBET.

4.1.4. OTBETCTBEHHbIV COTPYAHUK 06A3aH COCTaBUTb OTBET HA MNOCTYNMBLLEE K HEMY MUCbMEHHOE
obpaweHne B TeuveHue 12 (oBeHaguaTu) paboumx OHenm € paTtbl ero peructpauum B «XKypHane
pervctpaumm obpalleHuin», ogHako B nobom crnyvyae He Mo3gHee, YeM CO Creaylowero gHs nocne
NcTeYeHna nNpedenbHOro cpoka Ansa perncrpaummn obpaweHns B «KypHane permctpaunv obpatleHniny .

4.1.5. B cny4ae ecnu KnueHT He npegoctasmn nHopmaumio n (unu) AoKyMeHTbl Heobxoammble u
AOCTaTOYHble AN pacCMOTpeHns obpallieHns No CyLLecTBY, OTBETCTBEHHbIN COTPYAHUK 0065A3aH B TeveHue
12 (gBeHaguaTtn) paboyux [HeW 3anpocuTb y nonydatens (UHAHCOBOW YCMNyrM HEAOCTALLYHO
WHpopmaumo n (Mnun) 4OKyMmeHThl. [pn 9TOM B criyyae nNpeaocTaBneHus HegocTarolen nHpopmauum n
(vnn) gokymeHTOB nonydatenem duHaHcoBon ycnyrn KomnaHus obssaHa paccmoTpeTb obpalieHve B
TedyeHue 5 (NaTn) pabounx gHen ¢ gatbl NOAyYeHWs 3anpoLLeHHON NHAOPMaUMM 1 (MUNn) JOKYMEHTOB.
4.2. Mop npouenypont paccMOTpeHuss obpalleHuii NMOHMMAaEeTCA YCTaHOBIEHHbIM KomnaHuen nopsgok
AENCTBUIA, B paMKax KOTOPOro OTBETCTBEHHbIV COTPYAHWUK OCYLLECTBIAET crneayioLlee:

v/ NpOBOAMT AeTanbHOe paccrnefoBaHue;

v’ wncnomnb3yeT [Ansi MOArOTOBKM OTBETa Ha obpalleHve Tonbko odmumanbHble  UCTOYHUKU
WHopmauuu;

v/ cocTaBnsieT oTBeT Ha obpalleHne Ha OymaxHOM Hocutene, no TenedoHy WMnM B Buae
3NEKTPOHHOro coobLueHus

4.3. Otnpaska otBeToB Ha ObpaleHre KnueHta nponssogutcs cneayowum obpasom:

4.3.1. TucbMeHHbIN OTBET AofkeH OblTb nmoarotoBrneH Ha 6GnaHke KomnaHuu, nognucaH
HavanoHukoM OTaena KOHTPONSA KIMEHTCKOro cepBuca UM UHBIM YMOSTHOMOYEHHbLIM COTPYOHUKOM, U
3apervuctpupoBaH B XKypHarne pernctpaumv obpalleHun.

4.3.2. TIuCbMeHHbIV OTBET MOXeT ObiTb NepedaH KnveHTy unu ero npegcraBuTento Ha NOYTOBbIN
agpec, ANeKTPOHHbIN agpec.

4.3.4. lMepepava KnueHTy oTBeTa Ha GymakHOM HocuTene Ha nocTynuellee obpalleHve Ha
OyMaxHOM HocuTene Npous3BoanTCS:

— MO no4yTe 3akasHbIM MUCbLMOM C YBEAOMIMEHMEM MO ajpecy, YykasaHHOMy KrveHToMm npu
odpbopMreHnn JoroBopa Ha oOkKasaHue pUHaAHCOBOW ycryrm unu B 3asBreHun KnveHTa Ha
N3MeHeHue nepcoHarnbHbIX AaHHbIX KnueHTa;

—  nyTeM BpyYeHus NMYHO B pyku npu Bu3unte Knuenta/npegcrasmtens Knnexta B odouc orHaHCOBON

nomMoLLy (ecnv Takown BapuaHT nepedayu siBHO ykadaH KnveHTom B obpalleHumn).

5. 3aknounTenbHbie NON0XEeHUs
5.1. KomnaHusa BnpaBe U3MEHATb U AOMONHATL HacTosilwme TpeboBaHMs NO CBOEMY YCMOTPEHMIO.
5.2. [enicTByowasn pegakums TpeboBaHui B A€Hb €€ YTBEPXAEHMS pa3MellaeTcsa Ha cante KomnaHum B

CEeTU UHTEPHET No agpecy www.bistrodengi.ru, a Takke BO Bcex odpmcax pyHaHcoBoOM nomorym Komnanun.
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Ha nymu K ny4duwemy

MpunoxeHne Ne1.1.

XypHan peructpauumn o6paiieHUn




