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Reklamacni Fad pro prévnické osoby
(dale jen ,Reklamacni Fad")

Corporate Customer Claims Handling
(further,Customer Claims Handling”)

Reklamacni fad upravuje hlavni zdsady vyfizovani stiznosti a reklamaci korporatnich zakaznikd Banky (dale
jen ,Z&kaznfk") v souvislosti se sluzbami poskytovanymi Bankou na Uzemf Ceské republiky.

Customer Claims Handling sets out main principles for the Bank’s corporate customers (further referred to as
L,Customer”) claims and complaints handling in relation to the services provided by the Bank in the Czech Republic.

|. NdleZitosti stiZznosti/reklamace
The Claim/complaint essentials

Za stiznost/reklamaci se povazuje poddni Zakaznika vyjadfujici nesouhlas s postupem Banky pfi poskytovani sluzby nebo
podani Zakaznika informujici Banku o problému, ktery Zdkaznik podstoupil ¢i podstupuje ve vztahu k Bance a sluzbam
poskytovanych Bankou. Je-li podstatou nesouhlasu reklamace kvality, rozsahu nebo ceny poskytnuté sluzby, postupuje se
pfi jejim vyfizovani bez ohledu na oznaceni poddni podle zasad tohoto Reklamaéniho Fadu.

The Bank considers a claim or complaint to be any Customer’s announcement expressing disagreement of the Customer
to the Bank's practise when providing a service to the Customer or any Customer’s announcement informing the Bank of
the problem which the Customer has encountered in relation to the Bank and provision of its Services to him. Shall the
quality, scope or price of the provided service been a subject to the claim, the provisions set out in this Customer Claims
Handling will be applied irrespectively of the announcement label.

Stiznost/reklamace musi obsahovat Udaje identifikujici Zdkaznika (a to vCetné kontaktnich Udaj0 Zdkaznika, vCetné adresy,
telefonniho ¢&isla, apod.), Udaje identifikujici sluzbu Banky, které se stiznost/reklamace tykd, a ddle presny popis pfipadu resp.
predmétu stiznosti/reklamace s uvedenim potfebnych detaild véetné podkladové dokumentace, je-li dostupna.

The claim/complaint must contain information on Customer’s identification (including Customer’s contact details,
including an address, tel. number etc.), an information identifying the Bank's service to which the claim/complaint relates,
and further a description of the case listing needed details and providing supporting evidence, if available.

Stiznost/reklamace musi obsahovat informace, ¢eho se Zdkaznik domaha a jaké ma pozadavky na Banku.

The claim/complaint must include information on the Customer’s demands and expectations he has towards the Bank.

Il. ZpUsob podéani stiZznosti/reklamace
Form of a claim/complaint submission

Stiznost/reklamaci Zékaznik podava:
o telefonicky: prostfednictvim oddéleni Client Service Desk (dédle jen ,CSD”) od 9:00 hod do 17:00 hod.
na telefonnim &isle +420 225 436 030;

e pisemné: na adrese Banky BNP Paribas S.A., pobotka Cesk4 republika, Milevskd 2095/5, 140 00 Praha 4 nebo
e-mailem na adresu csd_czechrepublic@bnpparibas.com;

e 0s0bné na poboéce Banky: v takovém pripadé se Zékaznik obrati na pracovnika oddéleni CSD, ktery reklamaci
postoupf k vyfizeni.
The Customer submits a claim/complaint:
e via telephone: through a Client Service Desk department (further referred to as ,CSD”) on tel number
+420 225 436 030 from 9:00 till 17:00 p.m. CET;

e in writing: addressed to BNP Paribas S.A., pobocka Ceskd republika, Milevskd 2095/5, 140 00 Praha 4 or
by emailing to csd_bnpparibas.com;

e in person at the Bank’s branch: in such case, the Customer will revert to the CSD department who will pass the
claim/complaint for its resolution.
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Na zddost Zakaznika Banka sdéli, jak bude v pfipadé této stiznosti/reklamace postupovat a které oddéleni Banky se jejim
vyfizenim bude zabyvat.

On Customer’s request, the Bank will announce the method of the claim/complaint resolution and will provide information
on what Bank’s department will be in charge of its handling.

[1l. Zpdsob informovéni o vyfizeni stiznosti/reklamace a Lhity k vyfizeni

Terms and proces of information on claim/complaint resolution

Banka informuje Zdkaznika o pfijetf stiznosti/reklamace do deseti (10) pracovnich dn0 ode dne pfijeti a nasledné o vyftizeni
informuje Zakaznika pisemné nebo telefonicky bez zbytetného odkladu nejpozdéji vSak do patnacti (15) pracovnich dnd
od prijeti stiznosti/reklamace.

The Bank informs the Customer on acceptance of the claim/complaint within ten (10) business days since its receipt and
further it will inform the Customer on its resolution by telehphone or in writing without undue delay, however at the
latest within fifteen (15) business days since the claim/complaint receipt.

Dnem pfijeti stiznosti/reklamace vySe uvedenymi zpUsoby poddni stiznosti/reklamace se povazuje den obdrzeni
stiznosti/reklamace Bankou. Kazdé podstatné doplnéni ¢i zména obsahu stiznosti/reklamace jsou pro UCely béhu Lhity
uvedené v pfedchozim bodé povazovany za nové poddni a zdkladni Lhita pro vyfizeni tudiz pocind bézet znovu.

The day of claim/complaint receipt submitted in a manner stated above, is agreed as a day when the claim/complaint
has been received by the Bank. The above stated timelines will be considered anew and will restart upon any significant
amendment or provision of additional information or change of the claim/complaint content.

Pokud neni mozné stiznost/reklamaci v této zdkladni Lhité vyfidit (zejména kvili povaze stiznosti/reklamaénim Lhdtam
pfislusnych tfetich stran, atd.), Banka informuje Zdkaznika o vyfizeni stiznosti/reklamace do tficeti péti (35) pracovnich
dn0 po dni obdrzenf stiznosti/reklamace.

Shall it not be possible to execute the claim/complaint in the above timelines (namely shall the nature
of the claim/complaint depend on 3rd parties involved in its handling, etc.), the Bank will inform the Customer on the
claim/complaint handling resolution within thirty five (35) business days since the claim/complaint receipt.

IV. Z&vére¢nd ustanoveni

Final provisions

Tento Reklamaéni f'dd vstupuje v platnost a G¢innost dnem 30. srpna 2021.
This Customer Claims Handling is effective and valid as of August 30th, 2021.
V pripadé zamitnuti podané stiznosti/reklamace nebo v pripadé, kdy Zakaznik nebude spokojen s vyfizenim

stiznosti/reklamace dle Reklamacniho faddu, md Zdkaznik moznost se obrétit:
e pisemné na feditele korpordtniho bankovnictvi Banky na adrese sidla Banky;

 vpripadech tykajicich se platebniho styku a elektronickych platebnich prostredkd na kanceldr Financniho arbitra
Ceské republiky; Washingtonova 25, 110 00 Praha 1, e-mail: arbitr@finarbitr.cz, tel.. +420 221 674 600, fax:
+420 221 674 666, http://www finarbitr.cz/,

o na Ceskou ndrodni banku, na adrese Na P¥kopé 28, 115 03 Praha 1, http://www.cnb.cz/;

e na finantniho reguldtora Francie: Autorité de controle prudentiel et de résolution (ACPR), na adrese 61 rue
Taitbout, 75436 Paris Cedex 09, Francie

e na Ceskou bankovni asocigci, na adrese Voditkova 30, 110 00 Praha 1, e-mail: cba@czech-ba.cz v souladu
s Clankem 4.2 Standardd Ceské bankovni asociace ¢. 19/2005 - Kodex chovani mezi bankami a klienty.

ﬂ BNP PARIBAS | The bank for a changing world




CESKA REPUBLIKA | REKLAMACNI RAD
CzEcH RepusLIC | CUSTOMER CLAIMS HANDLING

Shall the claim/complaint be rejected or shall the Customer not be satisfied with his claim/complaint handling according
to this Customer Claims Handling, the Customer can turn to

the Corporate Banking Head in writing on the Bank's address,

to the Financial arbitrage of the Czech Republic, residing at Washingtonova 25, 110 00 Praha 1, e-mail
arbitr@finarbitr.cz, tel.: +420 221 674 600, fax: +420 221 674 666, http.//www.finarbitr.cz in case related to the
payment instruction and electronic payment instruments,

to the Czech National Bank residing at Na Prikopé 28, 115 03 Praha 1, http://www.cnb.cz/;

to the French financial regulator: Autorité de contréle prudentiel et de résolution (ACPR), residing at 61 rue
Taitbout, 75436 Paris Cedex 09, France

to the Czech Banking Association residing at Vodickova 30, 110 00 Praha 1, e-mail: cba@czech-ba.cz in line with
the article 4.2 of the Czech Banking Association standards, number 19/2005 - Code of conduct between customers
and banks.

Reklamacni fad je verejné pfistupnym dokumentem Banky a je k dispozici v provoznich prostordch Banky a na webu Banky.
Zmeény Reklamacniho fadu Banka uvefejni zpGsobem uvedenym v pfedchozi vété. .

This Customer Claims Handling is a publicly available document and it is accessible in the Bank’s premises and on the
Bank’s website. The Bank will publish changes to the Customer Claims Handling in a manner described in the previous
sentence
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V3eobecnd ustanoveni

Bankou je rozuména BNP Paribas S.A. se sidlem v Pafizi, 16 Boulevard des lItaliens, postovni smérovaci ¢islo 75009, Francie, registrovana
pod identifikaénim &islem 662042449 u RCS PaffZ, zastoupena v Ceské republice prostfednictvim své pobotky BNP Paribas S.A, pobotka Ceskd
republika, se sidlem Milevska 2095/5, 140 00 Praha 4, registrované pod identifikaénim ¢islem 06325416 u Méstského soudu v Praze, spisova znatka A
78303.

General Provisions

The Bank is identified as BNP Paribas S.A. residing at Paris, 16 Boulevard des Italiens, Post code 75009, France, Identification number 662042449
as registered with RCS Paris, represented in the Czech Republic through its registered branch BNP Paribas S.A, pobocka Ceskd republika, residing
at Milevskd 2095/5, 140 00 Praha 4, Identification Number 06325416 as registered with the Municipal Court in Prague, file No.. A 78303.
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