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1. OBIIME ITOJIOKEHHUA

1.1. TTonoxenne «O mopsaxe paccMOTpeHHs oOpamneHuil momydarteneit GUHaHCOBBIX yciayr» B O6mecTse ¢
OrpaHMYEHHOUW OTBETCTBEHHOCTHIO MHKpOKpenuTHas kommanus «llentp [lenexuno# [Tomomm» (manee — Ionoxenue)
pa3paboTaHo B LENsIX COBEPIICHCTBOBAHHA pabOTHI ¢ OOpAaIeHMsAMH TpaXkIaH, MOBHIIEHHS ee 3(h(EKTHBHOCTH,
obecrieueHUs] KOHTPOJIS UCTIONHEHHMS OPYYEeHUH 110 pacCCMOTPEHHIO 00palieHnii rpaxaH.

1.2. PaboTa ¢ ofpameHusIMH IpaxIaH OCYIIECTBISIETCS B COOTBETCTBHM C 3aKOHOIATENLCTBOM Poccuiickoit
Oeneparyn, basoBeIM CTaHAapPTOM 3alMMTHI MPaB W HHTEPECOB (PU3NYECKHX W IOPHUIMYECKHX JIHIl — IONydaTrenei
(GHMHAHCOBBIX YCIYr, OKa3bIBAEMBIX WIEHAMH CaMOpPEryJNHUpyeMBIX oOpraHu3anuii B cdepe (UHAHCOBOro phIHKA,
00BEeTUHSIONNX MHKPOGHHAHCOBEIE OpraHHM3alliM, YTBepkIeHHBIH bankom Poccmm 22.06.2017r., HacTosAmuM
ITonoxeHueM.

1.3. Hacrosimee [onoxenwue peryaupyeT MOPsI0K pacCMOTpeHUs oOpaineHui noimydarerneii GUHAHCOBBIX yCIyT
B OOmiecTBe C OrpaHHyeHHOM OTBETCTBEHHOCTBI0 MUKpOKpenuTHas kommnanus «Llentp [enexnoi ITomommu» (nanee —
OO61m1ecTBO) U ONpenenseT: '

- 00lI¥Ee MPUHIKMIIBI ¥ TOPSIOK PACCMOTPEeHHUs 0OpaleHuit momyyJarenelt GUHAHCOBBIX yCIIyT;

- OPSIOK TIpreMa 0OpalleH| i perucTpanuy odparieHui;

- TpeGOBaHMs K MOPAAKY ¥ CPOKaM pacCMOTPEHUs 0OpallleHuH;

- TpeGoBanus K HHPOPMAIIMOHHOMY obecliedeHHIO paboThl ¢ OOpalmeHHIMy;

- GOpMBI B CIIOCOOEI MPEIOCTABIEHHS IOy YaTeNto (DUHAHCOBOH YCIyTH OTBETa Ha OOpalleHue;

- Tpe6OBaHMUs K MOTHBHPOBKE OTBETA M NIPHUMHAM OTKa3a.

1.4. Tlpu paccmoTpeHmH oOpaineHuit monydarenelt ¢uHancoBeXx ycmyr OOImECTBO PYKOBOACTBYETCH
NpUHIAIAMA  JOCTYIHOCTH, De3yJbTaTHBHOCTH, OOBEKTHBHOCTH U OeCHpHCTPAaCTHOCTH, IIPEANOJararoluMH
MH(OPMIPOBAHHOCTB MOTyyaTeNs GQUHAHCOBOH yCIyTH 0 nomydenun O6IecTBOM ero 0OpaleHns.

1.5. JTns 5b(heKTHBHOTO ¥ CBOEBPEMEHHOTO PaCCMOTPEHHS HOCTYMAMuUX obpamenuii B OOmecTBO Ha3HAICHO
JIHI0, OTBETCTBEHHOE 32 PACCMOTpeHHe obpaleHuii nomyyarenel GQUHAHCOBBIX YCIYT.

1.6. JIuno, OTBETCTBEHHOE 3a PACCMOTpeHue obpalneHuii momyyarenel GQUHAHCOBBIX YCIIYT, HIMEET PaBo:

- 3ampalIkBaTh JOTOJHATENBHEIE TOKYMEHTHI M CBECHHS y HOIyyaTenell GQHHAHCOBOH yCIyrH, TpeOyeMble 1
BCECTOPOHHETO ¥ OOBEKTHBHOTO PACCMOTPEHHs 00palleHus;

- TpeGoBath y paboTHEKOB O6IIECTBa IPENOCTaBIEHH TOKYMEHTOB, HHOH HEOOX0AMMO¥ HH(DOPMAIWH, 2 TAKKE
THCEMEHHBIX 0OBACHEHHH [0 BOIPOCAM, BO3HUKAIOIMM B XOJe PACCMOTPEHHs obparenus nomyyareneii GpuHaHCOBOH
yCIyTH;

- B Cllydae HEoGXOIMMOCTH O6paINaThcsi HEIIOCPENCTBEHHO K pykoBoxuTemo OOImecTsa, OCYIMECTRISIOMEMY
KOHTPOJIb 332 DPaccMOTpeHHeM OOpalleHHi ¥ B3aMMOIEHCTBHEM C MOIy4aTelsIMH (GUHAHCOBBIX YCIYT, C LEIBI0
HaJIJIeXAIEero pacCMOTPEHH)s 0OpallleH:H 1, IPH HEOOXOUMOCTH, IIPUHATHS MEP 110 3alIMTE ¥ BOCCTAHOB/ICHHUIO IPAB H
3aKOHHBIX HHTEPECOB Norydarenell GHHAHCOBBIX YCIIyT.

1.7. OtBer Ha ofpamieHHe [ONNKCHIBACTCS EOMHOJAYHBIM HCIIOJHHTEIBHBIM OpPraHoM WM JIHLOM,
OTBETCTBEHHBIM 3a pacCMOTpeHHe oOpamieHHi Ionydarenedl (GHUHAHCOBBIX YCIOyr, €CIH Ha MaHHOC JIHIO
COOTBETCTBYIOLIMM [IPHKa30M BO3JIOXKEHEI TAKHME MTOJHOMOYHS.

2. OCHOBHBIE IOHATHA HCITIOJIB3YEMBIE B ITIOJIOXKEHUHA

2.1. Jlna ueneit Hacrosmero I1o10XeHus HCIOB3YIOTCS CIEAYIOIHE OCHOBHBIE IIOHATHS:

- obpameHnue - HanpasineHHoe B OOIIecTBo IonydaTeneM QUHAHCOBOH yCIyTH, IIPEACTABATENEM [OJTydaTels
duHAHCOBOH yCIIyrH, B MHCHMEHHON (popMe Ha OyMaKHOM HOCHTEIE WIH B BHJIE JIEKTPOHHOIO IOKYMEHTA 3asiBJICHHC,
*ano0a, Ipocs6a MK peIoKeHue, Kacaiomeecs okazaHus O6mecTBOM QHHAHCOBBIX yCIIYT;

- mosTy4aTens GHHAHCOBOH ycIyrH — du3mueckoe JuIo, obparusmeecs B O6IIECTBO C HAMEPEHUEM MOy HTb,
TIOJIyYarollee WK NOoNyquBIIee GQHHAHCOBYIO yCIYyTY;

- (MHAHCOBBIE YCIYTH - YCIyTH IO NPENOCTABICHHIO MHKDO3aiMOB MONy4YaTels M (HHAHCOBBIX YCIYT, IO
JIOTOBOPY NMOTPEOUTENBCKOr0 KpeauTa (3akima);

- ouumanbHEii caiit O6mectBa — caiiT B HHGOPMALMOHHO-TENEKOMMYHHKALMOHHOMH ceTn «IHTepHeTY,
cozeprKanuii HEPOPMALHIO 0 fesTenbHOCTH OOIIEeCTBa, NEKTPOHHBIA a[pec KOTOPOro BKIFOYAET JOMEHHOE UM, IpaBa
Ha KOTOpoe mpuHamnexxuT OOIIeCTBy;



- JTMYHBIA KabWHeT — MH(OPMAaNHOHHEIH pecypc, KOTOPhIH pa3MmelleH Ha oduimainbHOM caiite OOmecTsa,
TI03BOJISIOIIMH MOTydaTeNll0 GMHAHCOBO! YCIIYTH MONTy9aTh HHPOPMALHIO 00 MCIIONHEHHH UM CBOUX O0S3aHHOCTEH 1O
IOroBopy 00 OKka3aHWWM (PHHAHCOBOM YCIyrHW, a Takxke B3auMozelcTBoBaTh ¢ OOIECTBOM IIOCPENCTBOM OOMEHa
COOOIIEHHMAMH C UCTIONB30BaHHEM HHHOPMALOHHO-TEIEKOMMYHUKAIMOHHOH ceTH « UHTepHeTY.

3. IPUEM OBPAIIIEHUIA, PETUCTPAIINSI OBPAIIIEHWI U TPEFOBAHUS K IIOPSAJIKY U
HPEJAEJBHBIM CPOKAM PACCMOTPEHHUS OBPAIIEHUI
3.1. ®opmMel obpatieHuit, npuHIMaeMbiX B O0ImecTBe:

Ne | @opmel obparmenuit

1. | nucbMeHHasx - oOpalueHue, WU3NTOKEHHOE B IHCBMEHHOH (OpMe, HalKMCaHHOE MMEHHO Ha
OyMare, HE3aBUCHMO OT TOTO, SBISETCS JIU OHO PYKOIMCHBIM HJIM HabpaHO Ha
KOMIIBIOTEPE

2. | yctHas - obpaleHye, MOXyYeHHOE IOCPEACTBOM TeIe(hOHHOrO 3BOHKA

3. | snekTpoHHasd - obpalleH#e, HanpaBleHHOe Yepe3 oGUIHaNbHbIH caliT ObmecTBa

3.1.1. OGmecTBO IpHHMMAET MUCEMEHHBIE 00paIeHHs MoTyJarenell GUHAHCOBBIX YCIYT IO IOYTE IOYTOBEIM
OTIpaBJIEHUsIMH Ha ropuandeckuii agpec Obmectsa, 164507, Apxanrenbckas 061acTh, ropos CeBEpONBUHCK, YITHIA
KomMcoMonbckas, 1oM 34A, WK HHOMY aIpecy, YKa3aHHOMY B JOTOBOpax OTPEOHTENLCKOrO 3akiMa.

3.1.2. Ycrtasle obpaienus npuaumarotes ObmectsoM no tenedony ropsyeit nuaum: 8 (800) 302-8-302.

3.1.3. DneKTpoHHEIE OOpalleHHs MPUHUMAIOTCS Ha O3IeKTPOHHyIo moury: Cremuanucra mo paGorte ¢
obpamenuamu komnanuu «Llentp Jenexsoit ITomomu» obrachenie-cdp@money4help.ru , a Taroke depes JIHIHBIN
KabUHeT moJydaTens (GHMHAHCOBBIX YCIyT W 4epe3 OOpaTHYIo CBi3b Ha oduuuansHoM caiite O6mectsa hitps://nentp-
IeHexHoR-noMomu.pd

3.2. Tloctynaromue B O6ImecTBO 0OpaleH s Nnonyyareneli QUHAHCOBBIX YCIYT ¥ HOKYMEHTEI, IPHHUMAIOTCS U
VYHTHIBAIOTCA JIAIIOM, OTBETCTBEHHEIM 32 PACCMOTpeHHe oOpalenuii nosyyarene# GuaancoBbIx yeuyr — CrenuanicTomM
10 paboTe ¢ obpameHns MY, Ha3HA4YEeHHBIM IPHKa30M aupekTopa Obmectsa.

3.3. Crieuaiuct 1o paboTe ¢ ofpalneHusME 3aHOCHT IIOCTYIHBIIee oOpaenue B TedeHue 1 (0XHOro) pabouero
nHs B «KypHan perucrpauyy oOpalleHHH», B KOTOPOM JOJDKHBI COAEPXKATHCS CIEHYIOIME CBEACHHSA MO KaKAOMY
o0palleHuro:

1) maTa perucTpalyy U BXOAAIMH HoMep oOpalleHus;

2) B OTHOIIEHMH DU3MYECKHX UL — GaMIIIKS, HMs, OTIECTBO (TPY HAIWYHH) 0Ty JaTeneH (UHAHCOBOH YCIIyTH,
HaNpaBHBLIMX OOpalleHre, a B OTHOIIEHHH IOPHAMYECKUX JIHL — HAHMEHOBAHHE MOJTy4aTels (huHAHCOBOM YCIIYTH, OT
MMEHH KOTOPOro HaIIpaBJIeHO oOpalleHue.

3.4. KypHan peracTpanuy 00palleHnH» BENETCS B NEKTPOHHOH popMe B BHAIC tabunel Excel.

3.5. «KypHai perucTpanuy o6palieHnil» MOIEKHUT XpaHeHuo B O6mecTse B TeUCHHE 5 (TIATH) JNET, C AaThl
mocieaHel 3arcy B KOHIIE KaJIeHAapHOro ToJa.

3.6. 3aperncTpHpoBaHHble W OQOPMICHHBE B YCTAHOBJNEHHOM MOpsAKEe OOpalleHuA NpEACTABIAIOTCS Ha
HCTIOJHEHHUE JIHIY, OTBETCTBEHHOMY 3a PACCMOTPEHHe OOpalenuit nomyqatenell QUHAHCOBEIX yCIIYT.

3.7. JIuio, OTBETCTBEHHOE 3a PaCCMOTPEHHE 00OpaleHuit momyyarenei QUHaHCOBBIX YCIYT, COCTABJIAET OTBET Ha
IIOCTYNHBIIEe K HeMy obpalienue B TedeHHe 12 (IBeHanuatu) pabodnx IHEH C JaThl €r0 PETHCTpaluy B «XKypnaie
perHCTpali OOpAaINeHHH», OJHAKO B JIOOOM Cilydae HE MO3JHEE, 9eM CO CIEMYIOIIEro AHA MOCIHe HCTEHCHHA
IIpeIeTLHOr0 CPOKa JUIsl perucTpanyy obpamenns B «KypHaie perucTpayy 0OpaIieHHii», yCTaHOBICHHOTO B IyHKTE
3.4. mactosmero [Tonoxerus. B clydyae ecii moydatens GHHAHCOBOM yCIyTH He IPEIOCTAaBHI HHQOpPMALHIO U (HIH)
JOKYMEHTHI, HeOOXONMMBIE ¥ IOCTATOYHBIE IS PAaCCMOTPEHMs OOpAalleHus MO CYIIECTBY, JHIO, OTBETCTBEHHOE 3a
paccMOTpeHHe obpaleHui Tosydatesneii GQUHAHCOBBIX YCIYT, B TedeHue 12 (ABeHa/uatyH) pabodrX NHEH 3ampauBacT
y monydarens (HHAHCOBOM yCIYrH HeIOCTAOIIyI0 MHpopmanmioo H (wix) JokymeHTsl. IIpu stoMm, B ciy4ae
IPeIOCTaBNeH:s HelocTaromelt HaopMariy 1 (WIK) JOKYMEHTOB IOIydarteneM (UHAHCOBOH ycimyrd, OOMecTBo
paccMaTpHBaeT obpaleHue B TeueHuH 5 (TH) pabodmx AHeH ¢ JaThl [HOMy4eHH s 3apolIeH ol HH(opMamu i (W)
JIOKYMEHTOB.

3.8. TlomyuenHoe B ycTHOU (opme obpameHne momydaTenel QHHAHCOBOW yCIyTH OTHOCHTENIBHO TEKYIIEro
pasMepa 3aJOJDKEHHOCTH, BO3HHKINEH H3 [OroBopa MHKpo3aliMa, 3akmoueHHOro ¢ OOmecTBOM, IIOANEKHT




paccmoTpernro Ob6mecTBoM B feHb obpamenus. IIpu 3ToM, Takoe obpamenue He ¢ukcupyercs B «Kypuane
perucTpanuy obpameHuin.
3.9. IIpu oTBeTax Ha TenedOHHBIE 3BOHKH H YCTHBIE 00paleHus, coTpy tHUkA OOInecTBa IIOAPOOHO, B BEXKIUBON
(xoppekTHOH) hopme HHPOPMHUPYIOT 0OPATUBIINXCS HOTy4YaTelell (PUHAHCOBBIX YCIIyT MO HHTEPECYIONIUAM BOIIPOCaM.
3.10. Corpymuuxu O6mmecTBa, OCYIECTRIAIOMHUE IPHEM H/HIH KOHCYILTUPOBAHUE MOyYaTeell pUHAHCOBBIX

ycuayr, 00s13aHEI OTHOCHUTLCS K 06paTIfIBHII/IMC$I IoJIy4aTejIiaM CbHHaHCOBBIX YyCIyT KOPpEKTHO U BHUMATEJIEHO, HE YHIDKAA
HX YCCTH U JOCTOHUHCTBA.

4. TPEBOBAHNUA K TH®OPMAITMOHHOMY OBECITEYEHUIO PAGOTHI C OBPAIIIEHUSAMHA

4.1. O6mectBo 00s3aHO OTBeYaTh Ha KaXHOE MONydYeHHOE OOpalleHHe, 3a HCKIOYEHHEM CIIy4aes,
Ipey CMOTPEHHBIX MyHKTOM 4.4, HacTosmero [lonoxeHus.

4.2. OTBeT Ha NHChMEHHOE OOpameHne momydarens ¢uHaHCOBOH ycmyrd OOIIECTBO HAMpPAaBISET MO aJpecy,
[IPEJOCTABICHHOMY €My IIOoNydaTeleM (PMHAHCOBOM YCIyrM IpH 3aKIIOYeHHH JOroBopa 00 OKa3aHWM (GHHAHCOBOI
YCIIyTH, WJIH 110 a[pecy, COOOIEHHOMY IoTydaTeneM (GUHaHCOBOH YCITyTH B IOPSIKE H3MEHEHHS IEPCOHATBHBIX JaHHBIX
B COOTBETCTBUH ¢ TpeboBanusmMu @enepanbpHoro 3akoHa ot 27 uroHs 2006r. Nel152-03 «O nepcoHanbHEIX JaHHBIXY.

B cny4yae wampapneHus oOpalneHWss OT HMEHH IIONydarens (UHAHCOBOM YCIYTH €ro MHpeACTaBHTENEM,
IEHCTBYIOIMUM Ha OCHOBAaHMM HOTApHAIHHO YIOCTOBEPEHHOM IOBEPEHHOCTH, WM aIBOKAaTOM, OTBET Ha TaKoe
obpamenne OOIIECTBO HAMpaBIsLeT IO agpecy, YKa3aHHOMY HpEeICTaBUTENEM MM aJBOKAaTOM B TAKOM OOpalleHHH, C
KOTIHe# Mo ajpecy, mpemocTaBieHHOMYy OOINEecTBY HpH 3aKIIOYEHHH IOroBopa o0 okazaHMU (HHAHCOBOH yCIyTH, C
y4eToM TpeGoBaHMil 1 HOPM, YCTAHOBIEHHBIX ab3aneM | HacTOAIIEro Iy HKTA.

OTBeT 110 yKa3aHHbIM B TaHHOM MyHKTe oOpamenusm OOImecTBo HanpasisieT o mo4yre Poccuu ¢ yBeoMienneM
0 BPYYEHHH, WM HHBIM CIIOCOO0M, YKa3aHHOM B I0roBope 06 okaszaHWH GHHAHCOBOH yCIIYTH, C PETHCTPAlKei OTBETA B
«XKypHane persctpauny 00pameHuiy.

4.3. B cily4ae 1ofiaun 3JIeKTPOHHOTrO obpatieHus depe3 obunuansHeli caiit ObmmecTsa, OTBET HANPaBIsETCS Ha
yKa3aHHBIA B TaKOM OOpalleHHH SJEKTPOHHBIH ajipec, IIPH 3TOM, OOpalleHHe M NPHIOKEHHBIE K HEMY JOKYMEHTEI
JOJKHBI OBITH MOMICAHbl IPOCTOM 3JIEKTPOHHOM moanuckio. [Ipy 3T0 HampaBlIeHHOE Takoe OOpalieHue Yepe3 IUIHBIH
KabuHeT momydartens (UHAHCOBBIX YCIyr NMPH3HAeTCS HAIUISKAIIMM CIOCOOOM B Ciiydae, €Cd Takas BO3MOXKHOCTDH
opranu3oBaHa OOIecTBOM.

4.4, B crnydae HampaBjieHHs oOpallleHHs OT HMEHH Moiydarens (UHAHCOBOH YCIyrd ero NpeICcTaBHTENEM
OO6IIecTBO BIIPaBe HE OTBEYATH Ha TaKoe OOpalleH e, ECII He IPEOCTABIEH JOKYMEHT, IIOATBEP K Nalo K OTHOMOYH
TPE/ICTABHTEN Ha OCYNIECTBIEHHE JEHCTBHI OT MMEHH IONydaTens @QuHancoBod ycmyrd. JlOKyMeHTaMH,
TIOJITBEPJAIONIMMH TIOJTHOMOYHS Ha OCYIIECTBICHHE IeHCTBUH OT HMEHH MONTy4aTelis GUHAHCOBOH yCIIyTH, SBIAIOTCA:
poCTas IMHCHMEHHas JIOBEPEHHOCTH (ecid MHas (opMa He NpeIyCMOTPEHa J0roBopoM o6 OkasaHWM (HHAHCOBOH
YCIyTH), pelleHre CyJa O MPU3HAHMM JIMLA HEJeecocOOHBIM (OrpaHHYEHHBIM B J€ECIOCOOHOCTH) W HOTApHANBHO
3aBepeHHas KOS PElIeH s OpraHa ONEeKH U [IONEeYNTeNbCTBA O HA3HAYCHNH JIHI[A OTIEKYHOM (IIONEYUTENEM).

4.4, Tlogaua obpalieHus CrIocoboM, IpeayCMOTPEHHBIM MyHKTOM 3.1.3. HACTOALIEro MONOXKEHHUs, IPH3HACTCA
HaJ|Iexalle IoJaHHEIM 00palleHHEM, eCITY YKa3aHHBIE IEPCOHANTBHEIE JaHHbIE, COBITANAI0T C IEPCOHANBHBIMH JaHHBIMH,
MpeOCTaBIEHHBIME TIPH 3aKJIFOYCHHH JJOTOBOPa OKa3aHHsA QMHAHCOBBIX yCIIyT.

4.5. Obpamenye MoTy4YaTens GUHAHCOBON YCIIYTH TOJDKHO COIEPXATh B OTHOIIEHHH MOJTyYaTeNs (pHHAHCOBOH
YCIIYTH, SBIAIOMIEroCs (U3MYECKHM JIHUOM, (AaMIIHIO, HMs, OTYeCTBO (TPH HAIMYHH), anpec (MOYTOBBIA HIIH
3JIEKTPOHHBIH) B COOTBETCTBHHY C MyHKTOM 4.1. HacTosimero ITo0KeH s, 171 HalpaB/IeH s OTBETa Ha o0palleHue.

4.6. OOImEcTBO PEKOMEHAyeT MoNydYaTensiM (HHAHCOBBIX YCIYr BKIIOYaTe B oOOpalleHne ClIeQyIomyio
UHGOPMALHIO U JOKYMEHTHI (IIPH UX HATHYHHN):

1) HOMep I0TOBOpa, 3aKIIOYEHHOT0 MEXIy ToJydaTeneM GHHAHCOBEIX ycIyT H OOuecTBoM;

2) W30KEHHE CyIecTBa TpeOOBaHHUH M (PaKTHYECKHX OOCTOATENBCTB, HA KOTOPBIX OCHOBAHBI 3asBICHHBIC
TpeGoBaHus, a TAKKe TOKa3aTeIbCTBa, IOATBEPKAAIOIIHME STH 0OCTOATENBCTBA;

3) DOMKHOCTH, GaMIITHHK, IMEHH | oTdecTBa (IPH Hanu4uu) coTpyaHuka Obmectsa, nelicteus (beszericTare)
KOTOPOro 00KaTyIOTCS;

4) UHEBIe CBEIEHHS, KOTOPHIE MOy YaTeNb GHHAHCOBOM YCITYTH CYATAET HEOOXOMMMBIM COOOIIKTD;

5) KOTIHHM JTOKYMEHTOB, OATBEPIK ALK H3I0XKEHHEIE B 00paIeHnn 00CTOATENBCTBA.



4.7. ObpameHue, B KOTOpoM obxxanyercs cynebHOe peleHre, BO3BpalaeTcs JIUILY, HallpaBUBIIEMY 0OpalleHue,
C yKa3aHHeM Ha CyneOHbIH MopsIoK 00KaNloBaHHS TAHHOTO CyNe0HOT0 PellleHus.

4.8. O6mecTBo BIpaBe OTKA3aTh B PACCMOTPEHHH 00paleH s Moyvarelis GUHAHCOBO! YCIIyTH 110 CYLIECTBY B
CIEAYIOMHUX CITydasx:

- B OOpaleHuy He yKa3aHbl HASeHTHGHUIUPYIONIHe Noy4yaTelss GQUHAHCOBOM YCIIyTH Npu3Haku (haMuius, ums,
OT4YECTBO (IIPH HAJIM4MH), aAPec, Ha KOTOPHIil HOJKEH ObITh HAIIPaBIEeH OTBET);

- B 00pallleHuH CONEPIKUTCS HeleH3yPHBIE THO0 0CKOPOHTEbHEIE BRIpOKEHHS, YIPo3sl uMynecTBy OOIecTEa,
XKH3HU U (WIK) 300POBbI0 paboTHHKOB OOIEecTBa, a TaKXKe WIEHOB HX ceMeili;

- TEKCT MHCHMEHHOT0 00paIeHns He MOIaeTcsl IPOUTEHHUIO;

- B oOpallleHUH COIEPXXHUTCS BOIPOC, Ha KOTOPHIM MONydarenro (GHHAHCOBOM YCIYIH paHee MpeNOCTaBIIsIICs
NUCHEMEHHBIH OTBET IO CYIECTBY, U IPH 3TOM BO BHOBB IIOJy4YE€HHOM OOpAINEHNH HE IPHBOIATCS HOBBIE JOBOBI M
obcTosTENBCTRA.

4.9. ObmecTBo 00s13aHO paccMOTpeTh OOpalleHHe MoiaydaTens (DHHAHCOBBIX YCIYT MO CYIIECTBY IIOCTE
yCTpaHeHMs IPUYKH AJ1 0TKa3a B paCCMOTPEHUH 0OpallleHus, YKa3aHHBIX B yHKTe 4.8. HacTosmero [TomoxxeHws.

4.10. Obpamenns u JOKYMEHTHI [T0 MX pacCMOTpeHuIo xpaHiatcsa O0mecTBoM B Teuerue 1 (0HOT0) rofa ¢ OaThl
ux perucrpanuu B «KypHane peructpauuu obparmenuity. Obpamenus norxydatenell GUHAHCOBBIX YCIYT, UX KOIIHH,
JOKYMEHTHI [0 UX PaCCMOTPEHHIO, OTBETHI ABIISIOTCA KOHQHUICHIHATBHEIME, KPOME CITyYaeB ITOMYYEHHS 3aIlpOCOB OT
YIIOJTHOMOYEHHBIX TOCYJAPCTBEHHBIX OPTaHOB U OPraHOB MECTHOT'O CAMOYIIPaBIIeHH], CAMOPETYJIUPY MO OpraHU3allyH,
Kacaroluxcs moayyvareseii GUHAHCOBOR yciuyTH U (WH) ero oOparieHus.

5. ®OPMbI ¥ CIIOCOBbBI IPEJOCTABJIEHUS IOJYYATEIIO ®AHAHCOBON YCJIYTH
OTBETA HA OFPAIIIEHHUE I TPEBOBAHUSI K MOTUBUPOBKE OTBETA U ITIPHYMHAM OTKA3A

5.1. O6mecTBO 0053aHO MPHUHATH PEeIleHHe M0 IONyYeHHOMY MM oOpameHuro. Eciu nuio, oTBETCTBEHHOE 3a
paccMoTpeHue o6palleHuii moyJarerell GHUHaHCOBBIX yCIIYT, OJaraeT, YTo oOpalleHue T0/KHO OBITh yOBIETBOPEHO
H IMEET MOJTHOMOYHS JIIsl IIPUHATHS COOTBETCTBYIOIIEr0 PELIeHHs, TO TOTOBUT OTBET IOJTydaTeNo GUHAHCOBOH yCITyTH,
B KOTOPOM TNIPHBOJKT pa3biCHEHHeE, Kakue JeicTBHA NpuHEMaroTcs OOINEeCTBOM MO OOpalmeHHIO W KakKue NeHCTBUS
JIOJDKEH TPEANPUHATH MOMydaTelb (UHAHCOBON YCIyrH (ecid OHM HeoOXomumel). Eciu JMIO0, OTBETCTBEHHOE 32
paccMoTpeHue obpalleHyit oy yarenell pHHAHCOBBIX YCIIYT, OJAraeT, 9T0 0OpalieHHe He MOXKET ObITh Y/I0BIETBOPEHO
U UMeEeT MOJHOMOYHS Ul MPHHATHSA COOTBETCTBYIOMIErO PELIEHHs, TO TOTOBUT MOTHBHPOBAHHBIN OTBET C yKa3aHHEM
MIPUYHH OTKa3a.

5.2. B ciydae oTCyTCTBH#/HE MOCTYIUIEHHs OTBETa IONydarens (GUHAHCOBOM ycoyrn Ha 3ampoc OObectsa,
HaIpaBJIEHHbIA B COOTBETCTBHH C IyHKTOM 2.6. Hactosmero IlojoxeHus, MO, OTBETCTBEHHOE 33 PacCMOTPEHHE
obpalienuii nosy4areneit GUHaHCOBBIX YCIYT, BIpaBe B Cpok 30-Tk pabo4ux JHEH C JaThl HANPABICHUS TaKOro 3a1poca
IPUHATH pelieHue 03 yueTa T0BOJOB, B IOATBEPKIEHHE KOTOPEIX HH(OpMAIKs U (HIK) JOKYMEHTEI HE IPEACTaB/ICHBI.

5.3. B ciyuae HEBO3MOXHOCTH YIOBIETBOPUTH oOpamenue, OOIIECTBO IpeiaraeT JUIy, HalpaBHBIIEMY
obparieHie, aTbTEPHATUBHBIE CIIOCOOBI yPETyINPOBaHUS CHTYallHH.

5.4. Oteer Ha obpalleHHe HallpaBIIeTCs [0Ty4aTento (GHHAHCOBOM yCIIyTH MO MOYTe 3aKa3HBIM OTIPABICHHEM
C YBEIOMIEHHEM O BPYYEHHH WIIH HHBEIM CIOCOOOM, yKa3aHHBIM B JIOTOBOpE 00 OKa3aHWH (DMHAHCOBOW YCIyTH, C
peructpanueit oteeta B «KypHaie perucrpanuu obpameHuii.

6. OCOBEHHOCTH PACCMOTPEHMS 3ASIBJEHMSA O PA3BSICHEHHH YCJIOBHI,
OKA3BIBEMBIX ®HWHAHCOBBIX YCJIYI. B TOM 4YHCJE HOPM IPHMEHHUTEJIBHOI'O
3AKOHOJATEJBCTBA

6.1. B ciydae BO3HHKHOBEHHS Y IOyJaTels GHHAHCOBOH yCIyTd BOIPOCA II0 IPUMEHEHHIO 3aKOHOAATENbCTBA
Poccuiickoii Menepanuu, peryJIupyomero B3aiMOOTHOIIEHH CTOPOH TI0 IOroBopy 06 oka3aHHU (UHAHCOBOH yCIyTH,
O6IIecTBO MPeNOCTAaBISET MONTYYaTeNi0 (UHAHCOBOM YCIIyTH MOTHBHPOBAHHEIH OTBET IO CYIECTBY TAaKOI'0 BOIIpOCA M
HHBEIE COOTBETCTBYIOIINE Pa3bsiCHEHUS.

6.2. O6ImEeCTBO He 3aHMMAETCs JeATENbHOCTHIO, CBI3aHHON ¢ KOHCYJIFTHPOBAHHUEM ITOIyuaTenel (UHAaHCOBBIX
ycayr (B ToM umclie (UHAHCOBBIX YCIYT, OKa3bIBaGMBIX IPYTMMM (PMHAHCOBBIMH OpraHM3alMAMHK) IO BOIPOCaM



IPUMEHEHHUS METOJIOB U CIIOCO00B YKIOHEHHS OT YIUIAThI Jonra U (Hix) u30exaHne OTBETCTBEHHOCTH 3a €ro HEeyIary,
a TaKKe 10 APYTUM aHATOTMYHBIM BOIIPOCAM.

6.3. B cimyyae obpamenus momydatens GUHAHCOBOW YCIYTHW 3a yCTHOM KOHCYJbTallde$ NpelenbHBIH Cpok
OXMJaHUA B O4epeIy He MOXeT npeBbimats 30 (TpUALAaTH) MUHYT.

6.4. PaccMoTpeHHe IHCBMEHHBIX 3asBICHHH O TIPENOCTABICHAM COOTBETCTBYIOLIMX pa3biICHEHHI
OCYIIECTBIIIE€TCS JIMI[OM, OTBETCTBEHHBIM 3@ PACCMOTpEHHE O0palieHuit nonyyareneil QUHAHCOBBIX YCIIYT.

7. AHAJIU3 OBPAIIIEHU ¥ IPUHATHUE PEINEHAM O ITEJECOOBPASHOCTH IPUMEHEHUS
MEP, HANIPABJIEHHBIX HA VYJYYIIEHHE KAYECTBA OBCJIYXXHUBAHHS IIOJYYATEJENA
®UHAHCOBBIX YCJIVT, 10 PE3YJIbTATAM AHAJIN3A OBPAIIIEHUN

7.1. OOImecTBO NPEemNoCTaBIAET B CaMOPETyJIHPYEMYH OpraHH3alllio, MO TPeOOBaHHIO CaMOpEryJIHpyeMoil
OpraHu3alyy, HO He Jame 4eM 4 (deThipe) pasa B roJi, CBeJIeHHs O PACCMOTPEHHH oOpalneHuii moaydareneii GHHaHCOBBIX
YCIIyT B BHIE OTYETa, COAEPIKALIETo CleqyIOIIIe JaHHbIE:

- KOJTMYECTBO IMOCTYIHBIINX 00pamIeHui;

- IpeAMeT oOpalleHHii;

- pe3yJIbTaT paccMOTpeHHus obpatienuii (yJOBIESTBOPEHO, HE YIOBIETBOPEHO, YIOBIETBOPEHO JACTHIHO).

7.2. O6IIEecTBO KCHONMB3YeT OOpalleHHs B LENIX aHalld3a ypoOBHS KadecTBa OOCIYKUBAHUS], a Takoke HMHBIX
He(MHAHCOBBIX MOKA3aTeNeH, JaHHbIe 0 KOTOPBIX MOXHO HOJIyIHTh B XO/I€ aHaIu3a 00paleHuH, 1 He pexe 4eM 1 (01HH)
pa3 B TOJ MPOM3BOAUT 000OIIEH e W THITH3ALMIO 0OpalieHuii i IpUHUMAeT He0OX0AUMBIe MEPHI B IIEJIAX IOBBIIECHHUS
Ka4ecTBa 00CITyKUBaHHA IOyJaTeneli GHMHAHCOBBIX YCIYT.

8. KOHTPOJIb 3A COBJIIOJEHHEM ITOPSTIKA PACCMOTPEHMSA OBPAIIEHNN

8.1. JTomxHOCTHEIE MHia ObIIecTBa OCYIECTBIISIOT B IPeeiax CBOEH KOMIIETEHIIMH KOHTPOJIB 32 COOIII0IEHHEM
IOpsiIKAa PacCMOTPEHUs OOpalleHuH, aHATU3UPYIOT COAEpXKaHHE IIOCTYNAromuX oOpalleHuH, IMPUHAMAIOT MEpBI 10
CBOEBPEMEHHOMY BBISBJICHHIO M YCTPaHEHHIO IPHYHH HapyIIeHHs NpaB, CBOOOM M 3aKOHHBIX HHTEPECOB MOIyJaresnel
(HUHAHCOBEIX YCIIYT.

9. 3JAKJTIOYUTEJBHBIE ITIOJOXKEHW S
9.1. Hacrosmee [Tonoxenne BCTyIaeT B CHILy C JAThI €r0 yTBEPXKIECHUI JupekTopoM O6mecTsa u JeACTBYET 10
€ro OTMEHEI.



