A BRIEF OVERVIEW OF CUSTOMER APPEAL HALDLING RULES 
1. Customer appeals submitted to the Bank are review by the Customer Complaints Department (hereinafter referred to as the Department).
2. Customer appeals submitted to the Bank are accepted for consideration only if they contain the mandatory details required for unambiguous customer identification;
2.1. Name of the organization, TIN[footnoteRef:1]. If a representative is acting on behalf of the organization: the representative's surname, first name, patronymic, and address (for corporate clients); [1:  An exception applies to cases where the appeal is submitted on the legal entity's letterhead, which bears its contact and registration details. ] 

2.1.1. surname, first name, and patronymic (hereinafter referred to as “Full Name”), including the address of residence or place of work - for individual customers;
2.1.2. the customer's signature matching the specimen signature[footnoteRef:2]; [2:  If a written appeal is filed via a representative, a copy of the document confirming the representative's authority must be attached to the appeal] 

2.1.3. At least one customer contact detail (postal address, contact telephone numbers, email address). 
3.  If the customer is unwilling to provide his details (including, at least one of the mandatory details listed in Clause 2 of these Rules), he shall be informed by CSR that his appeal will be taken into consideration by the bank. However the implementation of any measures regarding the substance of the said appeal shall be carried out of the Bank’s discretion, and the Bank does any assume any obligation to the customer to provide a response.
4. In order to provide the necessary conditions for the customer feedback system and to enable customers to submit appeals to the Bank at a time and in convenient format for them, the following channels for receiving customer appeals are organized and maintained: 
4.1. In-person appeal at the Bank branch: – the customer fills out a written appeal form at the Bank branch;
4.2. Complaints and Suggestions Box – a specially equipped complaints and suggestions box in the bank’s branches where customers can drop their appeals;
4.3. Postal/courier service, fax;
4.4. Public email address, the Bank’s website, the Bank’s official social media pages, official contact numbers for instant messaging services to communicate with the Bank, as well as online platforms (such as “Google Play”);
4.5. Telephone communication channels (CC);
[bookmark: _4._Назначение_ответственных]4.6. Electronic remote access channels (hereinafter referred to as ERAC).
4.7. Payment systems.
5.  A complaint received through the channels specified in clauses 4.1-4.7 may be reviewed only in the presence of sufficient data provided by the customer to conduct identification.  
6. Criteria for refusal to accept and review customer appeals.
6.1. All customer appeals submitted to the Bank require a qualified response, with the exception of:
6.1.1. Appeals containing obscene or offensive language that defames business reputation of the Bank and/or the honor and dignity of its employees, as well as messages containing provocative information;
6.1.2. The company name or full name of the customer is illegible, and the content of the appeal does not allow for the unambiguous identification of the person who submitted the appeal;
6.1.3. Appeals regarding advertising or other matters unrelated to the bank’s business; 
6.1.4. appeals received at the email addresses of bank’s employees, excluding the addresses designated as channels for receiving customer appeals to the bank;
6.1.5. Appeals containing positive feedback about a bank employee’s performance do not require a mandatory response and are forwarded to the SQAD for review;  
6.1.6. Anonymous appeals are not accepted for consideration by the bank. 
6.1.7. Upon a follow-up appeal to which 3 (three) substantive responses have been provided within a  year, with documents regarding the outcome of the consideration of the initial appeal attached to the follow-up written appeal, the consideration  and provision of the response by the Bank shall be terminated. 
8. In case of the customer’s disagreement with the bank’s response to the appeal, he shall be notified in writing of their rights, including the right to apply to the CBAR and the courts. 
13. Replies to the customer are sent through the customer’s appeal intake channels. If the reply contains confidential information, only a notification regarding the fact that the Bank has received the appeal and the methods for the customer to receive the reply shall be communicated by phone. 
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15. The responce time for a customer appeal is calculated from the date the Bank receives it. 
15.1. Exceptions are made for customer complaints submitted via the complaints and suggestions box, response period for which is calculated from the date the complaints and suggestions box is opened (but shall not exceed 20 (twenty) business days), as well as complaints related to the disputing of card transactions, the timeframes for which are regulated by the Rules of International Payment System (IPS). 
15.2. If it is necessary to send a request to external organizations, the processing period for the Appeal may be extended by the time required to receive a response from the external organization.  
15.3. Individual timeframes for providing a response to the customer may be established by a resolution of the CSR supervisor and shall not exceed 30 (thirty) business days. 
15.4. Unless an individual deadline is established by a resolution of the CSR supervisor, the following standard timeframes apply for preparing replies to customer appeal:  
[bookmark: _GoBack]15.4.1.to customer appeals that do not require additional investigation:
15.4.1.1. for legal entities, banks, Individuals, and military personnel and their families – not more than 15 business days.

16. Each customer has the right to obtain the email address and the short hotline number of the Call Center from the agreements concluded with them, as well as from informational and promotional leaflets, information sheets, and web addresses. 
17. The Department prepares reports based on the following criteria:
17.1. Customer Information;
17.2. number, nature, and grounds of appeals;
17.3. breakdown of service-related appeals; 
17.4. the number of appeals processed pending, or rejected;
17.5. Reports based on the specified criteria are provided to the responsible person on a quarterly basis in the form of comparative analysis with the previous periods (monthly, quarterly, annual, etc.) discussed by the Supervisory Board at least once a quarter, and an appropriate decision is made. 
