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1. This regulation provides registration and
examination procedure of customer complaints
and claims submitted to “FINCA” UCO CJSC

(hereinafter Company).

In this regulation the Customer is considered a
physical person, who is provided services by the
Company or has applied for the provision of
services by the Company.

2. The complaints and claims of the Customers
are examined by the Company according to the
law of the Republic of Armenia "On Ombudsman
of The Financial System", the Law of the
Republic of Armenia "On Credit Organizations",
the Law of the Republic of Armenia "On Joint
Stock Companies", other legal acts adopted by
the Central Bank of Armenia, Charter of the
Company, other legal acts of the Company and
this procedure.

3. This procedure does not limit Customers' rights
to protect their rights by applying to the
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Ombudsman of the Financial System or Court.

4. Complaints/claims of the Customers received
by different branches and representative offices

should be the
department of the head office of the Company

sent to administrative

within one day. The administrative department
accepts and registers the complaint/claim.

5. Complaints and claims must include:

Lo

Name of the Customer

2. Customers actual address and
telephone number

3. the subject matter of the complaint
or claim. In case of a material
Claim-the, amount of the claim.

4. Customer’s signature.

Complaints/claims can be signed by the
Customer's representative. In that case aduly
issued Power of Attorney shall be attached to the
complaint or claim.

6. The received complaints and claims must be
registered in the appropriate registration journal
kept at the Administrative Department.

The following data shall be registered at the
journal with regard to the claim or complaint

1. Registration number and the date
of receipt of the complaint or
claim,
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2. Customer's name,
3. Subject matter of the
complaint/claim.

7. Genera director of the Company assigns to a
department/departments or an
individual/individuals responsible for providing
proposals on the response and drafting the
response with regard to the issue by providing the
name/names of the assignees on the
complaint/claim.

8. Customer shall receive awritten response
within ten business days starting from the receipt
of the complaint/claim in case of submitting the
complaint/claim within one year starting from
the day the Customer has become familiar or
should have become familiar to the violation of
hisright.

9. The responsible manager or the first assignee
in case of several responsible persons drafts the
response within three business days starting from
the receipt of the complaint/claim upon
discussion with other responsible managers/ of
departments in case of necessity. The assignee
submits the draft response with all necessary
documents to the General Council of the
Company



ntjuywuputph/wmtidwig htiwn, b wyb pnjnp
wihpwdbtonn  thwuwnwpnptph  htn
dhwuht ubkplyuyugunid k
Ququulkpynipjut Y fuwnp
hpwjwjunphppuwnnihtt:. - Mwunwupiwth
twpwghép unwbwnt wwhhg bGpkp
wpluiwwnwipuyht - opju  plpwugpnid
Juquulkpuynipjui G fuwynp
hpwjwhunphppunnit  ntumdtwuhpnid
E wwunwupiwtp, wthpudbownnipju
nhypnid  putwuplbingy wwwnwupiwh
pnjuinulnipniip wwwunwuppwbwnnt
unnpupwdwimidubph/wtdwbg hhn U
twpowgdnid thnihnjunipjniuibp i1
1pugnidubn juunwpbnyg, yunwupjuwh
b ophtalh  Gkpplh
unnpugpnid b Jhpunupdund £ owgl
yuunuwupwiwwnnt  unnpupwudwudwb
ntjuduphtt  jud wwunwupwbwnnt
wudhu:

dwunid

10. NMuwnwupwwnnt
unnpupudwidut phjudupp jud
yuwwnwupwbwnnt wdp
Ququulkpynipjut Qfuwynp
hpwjwfunphpnunnih Unnuhg
uinnpuqpyusd yuwwnwupwip

ubpjujugunid . Guquulbpuynipjut
qjuwynp  wbopkuh uwnnpwugpnipjubp:
NMuwunwupwup whwnp £ hunwl
wpunwhuwjnh Guquuwlbpynipjut
nhppnpngnudp - hwdwpinpnh - wwhwgp
Ubpdtny, pudwpupbnt jud dwutwlh
puyjwpupbint dwuht:

11. NMuunwuiwiuinne
unnpupudwidub

nkjwjupubph/wbdwg b/ Jud
Hpuwnp - ppwfwipinphpunnih - dhol
yuwunwupiwih pnwunulnipyub onipy
withwdwdwjunipniuutp 1hubnt

The General Council reviews the response,
discusses it with the responsible
departments/individuals, makes revisions in case
of necessity and puts hisher signature on the
response and returns it to the responsible
manager/ individual within three business days
starting from the receipt the draft of the response.

10. The responsible manager /individual shall
submits the response approved by the General
Council to the General Director for obtaining his
approval/signature. The response has to provide a
clear standpoint of the Company on the denial,
satisfaction or partial satisfaction of the
complaint/claim.

11. In case of disagreements between the he
responsible managers/persons and/or General
Council on the text of the response, the final
decision on the text of the response is made
during the meeting convoked with the
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participation of the General Director.

12. The administrative department sends the
response to the Customer via registered mail or
or submits the response personaly to the
Customer with the signature confirming the
receipt of the response. The note about the
delivery of the response to the Customer is to be
registered in the journal.
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