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I Definicijas un saisinajumi

Banka - AS ,GE Money Bank”, AS ,GE Money”, kd arl to
meitas sabiedribas AS ,GE Money atkldtais pensiju fonds”
un IPS ,GE Money Asset Management”.

Bankas darbinieks - Bankas centra (HQ), filidles, klientu
apkalposanas centra  vai  Bankas  struktdrvienibas
darbinieks.

Pretenzija - jebkurd veidd (rakstiski, mutiski) un jebkam
biznesd no iekSgja vai argd avota izteiktd
neapmierinatiba, kas ir saistita ar Bankas darbibu.

Priekslikums - jebkurd veida (rakstiski, mutiski) un jebkam
biznesd no iek$éja vai argjd avota izteikta ideja, kas ir
saisttta ar Bankas darbibu.

Pateiciba - jebkurd veidd (rakstiski, mutiski) un jebkam
biznesd no iek$gja vai aréjd avota izteiktd apmierinatiba,
kas ir saistta ar Bankas darbibu.

Atbildigais darbinieks - Klientu apkalposanas un
atbalsta dalas Klientu apkalposanas nodalas darbinieks,
kurs ir atbildigs par pretenziju registréSanu un
kategorizésanu sistémd, atbildes sagatavoSanu vai
atbildes sagatavosanas procesa koordinésanu, kda art
pretenziju apkoposanu un analizi.

Atbildiga parvalde - pdrvalde, kura ir iesaistita konkrétds
pretenzijas izskatisand.

Aréjais zvanu centrs - Lattelecom BPO zvanu centrs.
lekséjais zvanu centrs - Bankas Klientu apkalposanas un
atbalsta dalas Klientu apkalposanas nodala.

MANTIS - klientu pretenziju, priekslikumu un pateicibu
datu baze/ sistema.

Administrdcijas nodala - Bankas struktdrvieniba, kura
organizé lietvedibas procesus Banka, veic struktlrvienibu
apkalposanu lietvedibas joma, bankas arhiva dokumentu
saglabdsanu, bankas valdes priekSsédétdja un vadibas
informativo un organizatorisko apkalposanu.

Il Mérkis

Sis proceddras mérkis ir noteikt Bankas sanemto
pretenziju, priekslikumu un pateicibu virzibas, izskatisanas
un apkoposanas kartibu, ka arT atbilzu sagatavosanas un
sniegSanas seclbu un nepiecieSamo  korektivo un
preventivo darbibu defindsanu un Tstenosanu. ST
procedlra neattiecas uz pretenzijdm par darfjumiem ar
norékinu kartém. Pretenzijas par darfjumiem ar norékinu
kartém tiek sanemtas un izskatitas saskand ar proceddru
,Karsu lietotdju pretenziju izskatiSana”.
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| Terms and abbreviations

Bank - JSC ,GE Money Bank”, JSC ,GE Money”, as well as
their subsidiary companies JSC ,GE Money atklatais
pensiju fonds” and IPS ,GE Money Asset Management”.
Employee of Bank - employee of Bank's HQ, branch,
Customer Servicing Centre or other Bank’s unit.

Complaint - An expressed statement of dissatisfaction
from an external or internal source however made
(written, oral) to whomever in the Bank.

Proposal - An expressed idea from an external or
internal source however made (written, oral) to
whomever in the Bank.

Appreciation - An expressed recognition of the quality
from an external or internal source however made
(written, oral) to whomever in the Bank.

Responsible employee - Customer Service and Support
division Customer Service team employee, who is
responsible for registering, categorizing complaints in
the system, preparing a response for complaint as well
as summarizing and analyzing complaints.

Responsible Department - Department, involved in
particular complaints case.

External Call Center - Lattelecom BPO call center.
Internal Call Center - Customer Service and Support
division Customer Service team.

MANTIS - CCRP online database.

Administration - Bank’s unit responsible for organizing
records management processes in the Bank, servicing
Bank units in records management area, conservation of
Bank's  Archive  documents, informational and
organizational servicing of Chairman of the Bank’s Board
and managers.

Il Purpose

The purpose of this procedure is to define the structure
of monitoring proceeding, resolving and summarizing
complaints, proposals and appreciations, which were
received in Bank, as well as the sequence of preparing
and giving the response and to define and fulfil
necessary corrective and preventive actions. This
procedure does not apply to payment cards complaints.
Complaints regarding payment cards transactions are
received and processed according the procedure
,Processing of card holders complaints”.




V Izklasts
1. Prieksnosacijumi

1.1 Banka izskata un sniedz atbildes uz visdm
sanemtdm  pretenzijdm, priekslikumiem un
pateictbdm, neatkarigi no to sanemsanas avota.

1.2. Pretenzijas, priekslikumi un pateicibas var bat
sanemi no:

o klientiem;

* sadarbibas partneriem;

»  Bankas darbiniekiem;

e Tresam persondm un organizacijam.

1.3. Pretenzijas, priekslikumi un pateicibas var bat
iesniegtas:

1.3.1. Mutiski:

o Telefoniski;
e Personigi.

1.3.2. Rakstiski:
e Papasty;

e Ar kurjeru, iesniegtas  jebkura Bankas
filiale/Administracijas nodalg;

e Pafaksuy;

e Web-lapg;

e Pae-pasty;

e Caur I-banku;
Caur sistému “Klients - banka”.

1.4. Pretenziju/priekslikumu/pateiciou  kandli  un

atbilzu sniegsanas termini definéti tabuld zemak,
bet ne véldk ka noteikts Bankas valdes
apstiprindtajos ,AS “GE Money Bank” klientu
stdzibu un stridu izskatiSanas noteikumos”:

IV Outline

1. Preconditions

1.1.  Bank proceeds and responses to all received
complaints, proposals and appreciations,
irrespective from its receiving place.

1.2.  Complaints, proposals and appreciations may
come from:
*  Customers;
e Sales Partners;
*  GE Money Latvia employees;
e Third parties and organizations.
1.3.  Complaints, proposals and appreciations channels
may be:
1.3.1. Oral received by:
. Phone;
. In person.
1.3.2. Written received by:
* Post;
«  Courier, submitted at any branch/HQ
Administration;

e Fax;

e Web;
e Email;
* |-Bank;

e System ,Klients - banka”;

14.  Complaint/proposals/appreciations channels and
response terms are defined in the table below, but
should be not longer than defined in Bank’s
procedure ,JSC “GE Money Bank” customer
complaints and disputes processing regulations”:

Pretenzijas/priekslikuma/ Atbildes Complaint/proposal/ Response
pateicibas kanals termin$/forma appreciation channel term/Answer form
1. | Mutiski: Nekavéjoties, 1. | Oral: Immediate, if can't -
1.1.Mutiska janav 1.1. Anoral complaint within two working
pretenzija/priekslikums/pateiciba, | iesp&jams - /proposal/ days from
izteikta Bankas parstavim | divu darba appreciation made to | receiving/Oral
jebkura Bankas | dienu laika no Bank’s representative | Immediate, if can't -
nodald/Administracijas nodalg; sanemsanas at any branch/HQ within two working
1.2.Telefoniski: briza/Mutiski Administration; days from
1.2.1.lekséjais zvanu 1.2. By phone: receiving/Oral
centrs; 1.2.1. Internal
1.2.2. Argjais zvanu Call Centre;
centrs; 1.2.2. External
2. | Rakstiski: Divu nedélu Call Centre;

2.1. Rakstiskd laikd no 2. | Written: Within 2 weeks
pretenzija/priekslikums/ | sanem3anas 2.1. Awritten from receiving/By
pateiciba, iesniegta | briza/Pa complaint/proposal/ post
jebkura Bankas nodald/ | pastu appreciation
Administrdcijas nodald; submitted at any

2.2. Pa e-pastu uz Bank's branch/HQ
info@gemoneybank.lv Administration;

2.3. Web-lapa:

www.gemoneybank.lv
2.2. By e-mail to Within two working
2.4. Pa pastu; Divu darba info@gemoneybank.lv | days from
dienu laikd no receiving/By e-mail
2.5. Pa faksu; sanemsanas 2.3. By WEB or by phone
briza/Pa e- www.gemoneybank.lv
pastu vai 2.4. By post; Within 2 weeks




2.6.

2.7.

Caur I-banku; telefoniski
Divu nedélu
Caur sistemu “Klients - | laikda no
Banka”. sanemsanas
briza/Pa
pastu

Divu darba
dienu laikda no
sanemsanas
briza/Pa e-
pastu vai
telefoniski

from receiving/By

2.5. By Fax; post
2.6. By |-Bank; Within two working
days from
2.7. By system ,Klients - receiving/By e-mail
Banka” or by phone

15.
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16.

1.7.

18.

1.9.

Ja iesniegtd pretenzija ir par pakalpojuma
neatbilstiou lguma nosacijumiem, tad, saskand
ar MK noteikumiem Nr. 631, atbilde par pienemto
[Bmumu ir jasniedz 10 dienu laika no pretenzijas
sanemsanas briza, ja fidz tam nav pandkta
rakstiska vienoSands ar pretenzijas iesniedzéju
par citu atbildes sniegSanas terminu.

Pretenzijd aprakstitajai  prasibai  ir  jabat
apmieringtai 7 dienu laikd péc 1.5. punktd
minétd termina beigdm, ja puses nav rakstiski
vienojusas par citu terminu.

Bankas darbinieki, sanemot rakstisku
pretenziju/priekslikumu/pateicibu  par  Bankas
darbibu, nekavéjoties nosata informdciju Bankas
Administracijas nodalai. Administracijas nodala
nodrosina dokumentu registréSanu saskand ar
proceddru ,Sanemto dokumentu pienemsana,
uzskaite un redistracija” ka arT dokumentu kopiju
nosatisanu Atbildigajam darbiniekam uz faksu
Nr. +371 67110506 vai ar kurjeru uz G. Astras
ielas biroju registrésanai MANTIS sistémad un
atbildes sniegsanai.

Ja iesniegtd pretenzija ir par naudas
parskaitjumu, kas izdarits, izmantojot attdlingto
norékinu Idzeklus (Internet Banku, Norékinu
karti, sistemu Klients-Banka’) un darfjuma
summa ir vienada vai lielaka par LVL 200 000
(divsimts ~ tOkstoSiem latu), tad  Atbildiga
darbinieka piendkums ir par So pretenziju
nekavéjoties informét Darbibas atbilstibas
kontroles parvaldi, kas saskand ar Kredttiestazu
likuma 74. pantu nodroSina tdlako informdcijas
nodo$anu FKTK.

Ja iesniegtaja pretenzijd Klients savas tiesibas
pamato vai atsaucas uz Latvijas Republikas
valsts  un  pasvaldibu  iestdZzu  izdotajiem
normativajiem aktiem, un Atbildigajam
darbiniekam rodas Saubas par sagatavotds
atbildes projekta atbilstibu attieclbd uz Siem
aktiem, atbildes projekts elektroniski pa e-pastu
ir jdsaskano ar Juridiskd nodrosindjuma dalu.

Ja atbildi uz Klienta pretenziju ir sagatavojusi cita
Bankas struktdrvieniba un atbilde ir nodota
Atbildigajam darbiniekam registracijai Mantis un
izsOtiSanai, tad Atbildigais darbinieks parbauda,

15.

151

16.

1.7.

18.

1.9.

If submitted complaint is regarding the non-
conformity of service with contract provisions,
then, according to Cabinet Regulation No. 631,
responce should be provided within 10 days of
receipt of the complaint if there is no written
agreement with customer on a different responce
providing term.

Requirements described in the complaint must be
satisfied within 7 days after the end of the terms
described in paragraph 1.5. unless there is no
written agreement with customer on another
term.

Bank’s employees receiving written
complaint/proposal/appreciation regarding Bank
operation must send it to Administration.
Administration is responsible for registering all
received documents according to the procedure
JAccepting, recording and registration of the
received documents” and sending copies to
Responsible employee to G. Astras street office for
registering in system MANTIS.

If submitted complaint is regarding non-cash
money transfer using remote payment means
(Internet Bank, Payment cards, system ,Customer -
Bank”) and amount of this transfer is equal or
bigger than LVL 200 000, then Responsible
employee must immediately inform Compliance
department about this complaint, and Compliance
department according to paragraph 74 of the
Credit Institution Law must ensure further
information handover to Financial and Capital
Market Commission.

When a customer in his  complaint  or
request makes reference to LR legislation or
Consumer Rights Protection Centre Law and
Responsible  employee has doubts about
correctness of the prepared answer, the
answer draft should be approved by Legalby E-
mail.

When a written response is prepared
by another Bank responsible department,
Customer Service team employees, responsible
for processing of complaints, registration in
Mantisand  sending  out, must  ensure




1.10.

1.10.1.

1.10.2.

1.10.3.

1.10.4.

1.10.5.

1.10.6.

1.10.7.

1.10.8.
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1.13.

1.14.

1.15.

vai sagatavotaja atbildé ir ietverta visa Klienta
pretenzijd pieprasitd informacija.

Atbildigais darbinieks nodrosina:

Visu sanemto pretenziju, priekslikumu un
pateicibu registrésanu MANTIS sistema (sk. 1.
pielikumu);

Pretenziju, priekslikumu un pateicibu izskatiSanas
procesa koordinésanu, informéjot atbildigo
pdrvalzu darbiniekus par sanemtdm pretenzijam,
priekslikumiem un pateictbdm;

Pretenzijas izskatisanas procesa savlaiciguma
uzraudzibu, lai nodrosindtu atbildes sniegSanu
pretenzijas/priekslikuma/pateicibas iesniedzéjam
saskand ar terminiem, kas definéti Sis
proceddras Izklasta punktd 1.4.;

Savlaicigas atbildes sniegSanu vai atbildes
sniegSanas procesa koordinésanu pretenzijas,
priekslikuma vai pateicibas iesniedzéjam;
Sagatavotas atbildes véstules saskanosanu ar
atbildigm/iesaistitdm parvaldém;

Informdcijas analizi, reizi ménesi sagatavojot
ménesa atskaiti ar
pretenziju/priekslikumu/pateicibu daudzuma
iespéjamiem iemesliem;

MéneSa  atskaites nosOtiSanu  iesaistitdm
pdrvaldém, Klientu apkalposanas un atbalsta
dalas vaditajam, Darbibas atbilstibas kontroles
pdrvaldes vaditajam.

Ceturksna atskaites  sagatavosanu un
prezentéSanu Darbibas atbilstibas uzraudzibas
komitejas sandksmé&, kur nepiecieSamibas
gadijuma tiek noteiktas turpmakas korektivas un
preventivds darbibas, un tiek nodrosindta $o
darbibu izpildes kontrole.

Atbildigajam darbiniekam ir tiesibas parbaudit
vai visu parvalzu darbinieki ievéro So procedru
un, procediras neievérosanas gadijuma griezties
pie tieSa vaditdja, kura piendkums ir nodrosindt
proceddras ievérosanu sava struktlrvieniba.

Ja klients iesniedz vienu pretenziju vairak ka tris
reizes, un atbilde péc batibas klientam jau bija
sniegta, $o pretenziju nepieciesams ieklaut
tuvakajd Darbibas atbilstibas  uzraudzibas
komitejas sandksmé, lai pienemtu gala Bankas
[émumu par pretenzijas izskatisanas
partrauksanu. Saja gadijuma Klientu
nepieciesams informét par Bankas gala
lemumu/viedokli par vina problému un/vai tds
izskatisanas partrauksanu.

Publiska zina (izplatita caur masu médijiem) nav
pretenzija/priekslikums/pateiciba.

Visas pretenzijas, priekslikumus un pateicibas
nepieciesams kategorizét péc
produkta/pakalpojuma, ka arf péc divu limenu
kategorijam (sk. 2. pielikumu). Katrai kategorijai ir
svariguma pakape, kas var bt augsta, vidéja vai
zema.

Atbildigais  darbinieks  nodrosina  rakstiskds
atbildes piegddi Administrdacijas nodalai, kur
atbilde tiek redistréta saskand ar proceddru

that the prepared response contains answers to all
customers’ questions/requests.

1.10. Responsible epmpoyee provides:

1.10.1. Registering of all received
complaint/proposal/appreciation in  system
MANTIS (see Appendix Nr. 1);

1.10.2. Complaints,  proposals and  appreciations
proceeding process coordination, informing
responsible  departments employees about
received complaints, proposals and appreciations;

1.10.3. Monitoring Complaints, proposals and
appreciations proceeding in due time, to provide
response to complainer according to terms, which
are defined in this procedure point 1.4.

1.10.4. Giving a response in due time or response giving
process coordination to person, who brought a
complaint, proposal or appreciation.

1.10.5. Prepared response letter approving  with
responsible/involved departments

1.10.6. Analyzing received information once a month,
preparing monthly summary report with probable
reasons of complaints amount.

1.10.7. Sending summary mothly report to involved
departments, Customer Service and Support
division manager, Complaints manager.

1.10.8. Preparing quarterly summary reports and
presenting it on Compliance Review Board
meeting, where necessary corrective and
preventive actions should be set and control over
these actions should be ensured.

1.11. Responsible employee has rights to check if all
departments’ employees are following this
procedure and if necessary, refer to department’s
manager, who has to ensure observance of this
procedure in his unit.

1.12. If customer brings the same complaint more then
three times, and Bank believes that the response
to the point was given to the customer, this
complaint must be included into nearest CRB
agenda to make final Bank's resolution about
proceeding the complaint. In that case customer
must be informed Bank’s final resolution/opinion
about his problem and/or interrupting its
proceeding.

1.13. Public utterance (distributed by mass media) is not
complaint/proposal/appreciation.

1.14. All complaints, proposals and appreciations must
be categorized by product/service, as well as into
two level categories (see Appendix Nr. 2). Each
category has severity level divided into high,
medium and low.

1.15. Responsible employee ensures complaint written
answer sending to Administration, where written
answer is registered according to procedure
,Registration and sending of outgoing documents”.




,Nosttamo dokumentu registracija un
nosatisana”. Administracijas nodala nodrosina
atbildes nosatisanu klientam pa pastu.
Rakstiskas atbildes paraksta Klientu
apkalposanas nodalas vaditdjs, vina prombatnes
laikd - Klientu apkalpoSanas un atbalsta dalas
vaditdjs.

Ja par rakstiskds atbildes  sagatavosanu
atbildiga ir kdda cita Bankas struktdrvieniba, tad
rakstisko atbildi var parakstit persona, kurai $ajd
struktdrvieniba ir pieskirts attiecigais
pilnvarojums saskand ar valdes [Emumu vai
Bankas ieks&jo proceddru.

Ja pretenzija, priekslikums vai pateiclba péc
savas badtibas ir piekritiga kdadai no Bankas
meitas sabiedribdm, atbildi gatavo meitas
sabiedriba un  atbildi  paraksta  meitas
sabiedribas darbinieks, kam izsniegts atteicigs
pilnvarojums. Atbilde papildus tiek registréta art
meitas sabiedribas izejosds korespondences
registra.

1.16.

11e6.1.

1.16.2.

1.17.  Visi stridi starp Klientu un Banku tiek izskatti

saskand ar Akciju Sabiedribas “GE Money Bank”

klientu sbodzlbu  un  stridu  izskatiSanas
noteikumiem.
2. Pretenziju/priekslikumu/pateicibu  apkopoSanas
process
2.1. Atbildigais  darbinieks fidz ndko3d ménesa

beigdm sagatavo atskaiti par iepriekséja ménest

sanemtajam

pretenzijam/priekslikumiem/pateicibam un pa e-

pastu nosata to:

* Darbibas atbilstibas uzraudzibas komitejas
pdrstavjiem;

* Klientu apkalposanas un atbalsta dalas
vaditdjam.

e Citu Bankas struktarvienibu parstavjiem, kas
izteikusi vélmi reguldri sanemt ménesa
atskaites.

3. Atbildigds personas

Visi Bankas darbinieki ir atbildigi par sanemto
rakstisku  pretenziju/priekslikumu/pateicibu par
Bankas darbibu nosdtidanu registréSanai Bankas
Administracijas nodala.

Bankas Administracijas nodala ir atbildiga par
pretenziju/priekslikumu/pateicibu kopiju
nodosanu Atbildigajam darbiniekam
registréSanai  MANTIS sistémd un atbildes
sniegSanai.

Katras pdrvaldes vaditdjs ir atbildigs par Sis
proceddras ievérosanu sava struktlrvieniba.
Atbildigais darbinieks ir atbildigs par procesa
uzturésanu un atbilstibu proceddras prasibam.

3.2

3.3.

3.4.

V Dokumentu saglabdsana
Dokumenti tiek uzglabdti atbilstosi Lietu nomenklatdrai

Administration is responsible for sending answer to
customer by post.

1.16. Written responses should be signed by
Customer service team leader, during his
absence — by Customer Service and support
division manager.

1.16.1. When a written response is prepared
by another Bank responsible department, this
response should be signed by a person who
has signature rights in this department
approved by resolution of the Board or an
internal procedure.

1.16.2. If a complaint, proposal or appreciation by it's
content is refers to any of Bank's subsidiary
companies, a written response should be
prepared by this subsidiary company
and the response should be signed
by an employee of the subsidiary company who
has signature rights. Written response must be

registered in the register of outgoing
correspondence of this subsidiary company.

1.17. All disputes between the Customer and the Bank
are processed according to ,JSC “GE Money Bank”
customer complaints and disputes processing
regulations”.

2. Complaint/proposal/appreciation
process
Responsible employee till the end of next month
prepares summary report about last month
received complaints/proposals/appreciations and
send it to:
e CRB members;
e Customer Service and Support division
manager.
e Employees from other Bank's units, who
asked to receive monthly reports as well.

summarizing

2.1

3. Responsibilities

All Bank's employees are responsible for sending
received written complaint/proposal/appreciation
regarding Bank operation to Administration.
Administration is responsible for sending the copy
of complaint/proposal/appreciation to Responsible
employee for registering in MANTIS and response
providing.

Each Bank’'s department manager is responsible
for observing this procedure in his unit.
Responsible  employee is  responsible  for
maintaining the process and its compliance with
the requirements described in this procedure.

3.2.

3.3.

3.4.

V Document storage
All documents are kept according to Case Nomenclature.




