Reklamacni rad

Postup pro vyfizovani reklamaci a stiznosti klient(i spole¢nosti STS Change s.r.0., IC 06363504, se
sidlem Na Vysluni 201/13, Praha 10, Strasnice

1.

Reklamace a stiznosti klientd sméndrny jsou pfijimany:
® prostfednictvim vyplnéného reklamacniho protokolu podaného na kterékoliv provozovné
nasi sméndrny; seznam provozoven a reklamacéni protokol vam radi poskytneme
e dopisem odeslanym na adresu Na Vysluni 201/13, Praha 10, Strasnice
® emailem zaslanym na adresu info@centralchange.cz

Reklamace je definovana jako pozadavek klienta na napravu stavu, ktery klient povazuje
za zavadny. Jestlize klient pozaduje od sménarny konkrétni ndpravu nebo nahradu, uvede to
v podani. Stiznost je sdéleni klienta tykajici se skute¢ného nebo domnélého poruseni prav
klienta, jeho zajm, ¢i poruseni obecné zavaznych pravnich norem sménarnou nebo jejimi
zaméstnanci.

Reklamaci nebo stiznost miZe podat klient osobné nebo v zastoupeni na kterékoliv pobocce
sménarny. Osobou odpovédnou k pfijimani reklamace je kazdy pokladni. V takovém pFipadé
sepiSe pracovnik sménarny s klientem reklamacni protokol. Klient svym podpisem na ném
stvrzuje pravdivost Udaja, které uvedl. Zaméstnanec poskytne reklamujicimu kopii
reklamacniho protokolu.

Reklamace i stiznost (podana na provozovné nebo emailem ¢i dopisem) musi obsahovat
presné uréeni konkrétni transakce a jeji zavady, tak, aby byl pfedmét reklamace nebo
stiznosti zfejmy. V opacném pfipadé si sménarna v pfimérené |hité vyzada doplnéni
reklamace ¢i stiZznosti pripadné predloZeni pfislusného dokladu, ktery doklada vadné
poskytnuti sluzby. Pokud nebude doplnéni nebo doklad predlozen, nemusi byt na uplatnéni
reklamace nebo stiznosti bran zietel a sménarna ji mize odmitnout.

Klient v reklamaci ¢i stiznosti povinné uvede také své identifikacni Udaje — Uplné jméno a
adresu pro doruceni rozhodnuti o reklamaci ¢i stiznosti. Sménarna se nemusi zabyvat
anonymnimi reklamacemi nebo stiznostmi.

Rozhodnym dnem pro stanoveni terminu vytizeni reklamace ¢i stiznosti je datum jejiho
osobniho podani na provozovné nebo doruceni emailu nebo dopisu.

Sménarna rozhoduje o vyfizeni reklamace bez zbyte¢ného odkladu, ve Ih(ité stanovené
zakonem. Rozhodnuti o reklamaci nebo stiznosti sdéli sménarna prednostné emailem; klient
musi pravidelné kontrolovat svoji spamovou slozku. Neuvedl-li reklamujici emailovou
adresu, dorucuje se pisemné na uvedenou adresu. Stejnym zpUsobem postupuje sménarna
pti odmitnuti reklamace ¢i stiznosti z diivodu neodtvodnénosti nebo z dlivodu nedoplnéni
nebo nepredloZeni dokladu nezbytného k prosetreni. Rozhodnuti o reklamaci nebo stiznosti
bez postovni nebo emailové adresy nebude doru¢eno a sménarna sdéli rozhodnuti na
vyzadani. Uznd-li sménarna reklamaci nebo stiznost, sjedna napravu do 30-ti dnU od
doruceni reklamace i stiznosti.

Pokud klient neni spokojen se zplisobem nebo vysledkem vyfizeni reklamace ¢i stiznosti, ma
moznost podat navrh na mimosoudni feSeni sporu Kanceladfi finanéniho arbitra,
www.finarbitr.cz, adresa Legerova 69, 110 00 Praha 1, podat stiznost Ceské narodni bance,
www.cnb.cz, adresa Na Piikopé 28, 115 03 Praha 1, nebo podat stiznost Ceské obchodni
inspekci, www.coi.cz, adresa Stépanska 15, 120 00 Praha 2.



http://www.finarbitr.cz/
http://www.cnb.cz/
http://www.coi.cz/

Claims and Complaints Code

Procedure for Handling Customer Claims and Complaints of STS Change s.r.o., ID 06363504,
address Na Vysluni 201/13, Praha 10, Strasnice

1.

Claims and complaints can be submitted in following ways:
® inperson by filling the Record of Claim or Complaint, this record can be submitted at any of
our branches; the list of our branches and necessary form will be provided on request
® by letter sent to the address Na Vysluni 201/13, Praha 10, Strasnice
® by email oninfo@centralchange.cz

A claim is defined as the client's request of correction of a situation that the client considers
to be defective. If a client requests a special kind of correction, it has to be expressed in the
claim submission. A complaint is notification of the client about true or supposed violation
of customer’s rights and interests or violation of law or regulations by the exchange office
or the employees of the exchange office.

Claim or complaint can client submit in person or somebody on his or her behalf at any of
our branches. The person responsible for claims and complaints submissions is any cashier.
In this case the client has to fill and submit a Claim and Complaint Record. By signing this
record the client confirms the data and declarations he or she provided. A copy of signed
form will be provided to the client by the cashier.

A claim or complaint (submitted at the branch, by e-mail or by mail) has to contain precise
specification of the transaction and its defects - so the subject of the claim or complaint is
clear. If this is missing, the exchange office will require additional information or particular
documents proving the defects. It the addition of the information or documents will not be
provided, the claim or complaint might be declined as not legitimate.

As a part of the claim or complaint, the client has to provide his or her personal data
obligatory — full name and the email or postal address where the final decision has to be
delivered. The exchange office is not obligated to accept anonymous complaints or claims.
The crucial date for claim or complaint handling is the date of the submission of the Claim
and Complaint Record (if submitted in person) or the date of delivery by e-mail or by mail.
The exchange office decides about the claim and complaint without necessary delay, in the
time period given by the applicable law. The decision will be delivered by e-mail
preferentially. If the client did not state the e-mail address, the decision will be delivered by
mail to the postal address. The exchange office will follow the same procedure if the
complaint is declined or it is declined as not legitimate. If the client did not state the e-mail
address or postal address, the decision will not be delivered. If the exchange office accepts
the claim or complaint, the correction will be executed in 30 days after submission.

If the client does not accept the decision about the claim or complaint, he or she has the
right to submit proposal to solve the conflict to the Office of Financial Arbiter,
www.finarbitr.cz, address Legerova 69, 110 00 Praha 1 or to submit complaint to the Czech
National Bank, www.cnb.cz, address Na Prikopé 28, 115 03 Praha 1 or to bubmit complaint
to The Czech Trade Inspection Authority, www.coi.cz, address Stépanskd 15, 120 00 Praha 2.



http://www.finarbitr.cz/
http://www.cnb.cz/
http://www.coi.cz/

Reklamacni protokol

Jméno a prijmeni:

Emailovéa adresa:

Postovni adresa:

Podrobny podpis divodu
reklamace nebo stiznosti
(obsah reklamace):

Pozadovany zptsob vyfizeni
reklamace:

Podpis reklamuijiciho:

Cislo reklamované transakce:
Datum uskutecnéni
transakce:

Provozovna:

Osobni Cislo zaméstnance:

Datum podani reklamace
a podpis zaméstnance:

Vazeny kliente, vyplrite prosim hrubé oramované éasti.
Po vyplnéni obdrzite kopii podepsanou zaméstnancem.

Reklamujici:

Prosime, pite Citelné. Pravidelné kontrolujte Vasi spamovou sloZku, protoZe nasi odpovéd obdrZite pravé emailem.

Reklamovana skutecnost:

Vyplni zaméstnanec:

Timto se povaZuje reklamace za podanou a bude posouzena v zakonné Ihté.
Vyjadreni obdrzite emailem nebo po$tou na adresu, kterou jste zde uvedli.




Record of Claim or Complaint

Dear customer, please fill in the bold framed fields.
After filling this record, you receive a copy signed by the cashier.

Customer data:

Full name:

E-mail address:

Please write readably (in capital letters). Check your spam folder regularly - you will receive our answer by email.

Post address:

Subject of the claim or complaint:

Precise specification of the
claim or complaint reasons:

Required form of correction:

Customer's signature:

To befilled by the cashier:

Transaction number:

Transaction date:

Branch:

Cashier's number:

Cashier's signature
and date of the submission:

Your claim or complaint has been submitted.
You will receive our answer by email or by post you indicated in this record.




